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Abstract 
As Information and Communication Technology (ICT) and social enterprises become 
drivers of economic growth, the nexus provides opportunities for new models of 
business to bring benefits to communities in developing countries. Recognising the 
complex dynamics and range of actors in this diverse and emerging sector, this study 
chooses to document the external influences, use and impact of ICT on social 
enterprises. The problem investigated is the potential gap between the rhetoric of the 
‘promise of e-business’ versus the dynamics of enactment and impacts of ICT in 
practice in the social enterprise sector.  
 
The methodology consists of a mixed-method data collection strategy to triangulate 
data sources from a diverse cross-section of organisations in the social enterprise 
sector in Cambodia. These include a cross-sectional survey, interviews, observations, 
document analysis and review of artefacts. It is unclear whether the Cambodian 
social enterprise sector represents a unique case or is representative of other 
countries. Regardless, the rich dynamics of the sector and the current lack of 
understanding of ICT use by this sector in developing countries per se warrant such a 
study. It fills a significant gap in the field of ICT and development by providing an in-
depth overview of the social enterprise sector in one developing country, which may 
also be applicable in other developing country contexts. 
 
The research maps the e-business status of Cambodian social enterprises along a 
continuum from precursor activity to fully integrated e-services. It finds that 
Cambodian social enterprises believe ICT adds value to their operation; however 
access to affordable and reliable local ICT resources is an important factor 
determining long-term uptake. It also shows that external support is seen as vital to 
the success of ICT uptake by social enterprises in Cambodia. Donors have the most 
significant influence on social enterprises’ framing of ICT, whilst NGOs, associations 
and the private sector are also important institutional players in shaping 
understanding and uptake of ICT. 
 
The main contribution of the research is to identify the real development impact of 
ICT use by social enterprises by measuring the role of ICTs in achieving their goals. 
Its major finding is that social and business missions are inextricably linked within 
these organisations, so to measure one in isolation of the other denies the new 
paradigm that social enterprises present. The most active sub-sector explored that 
best reflects this unique value proposition is the emerging social outsourcing 
potential of the IT services sub-sector. The handicraft and processing sub-sectors 
have yet to fully engage and use ICT to their maximum benefit. The outlook for these 
sub-sectors is likely to require further support to best harness the potential that ICT 
can bring developing countries. 
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Part A: Study Overview 
 
  
Chapte r  1  
1. Background & Research Questions 
 
 
 
 
 
1.1. Introduction 
As information and communication technology (ICT) and social enterprises become 
drivers of economic growth, it is important to investigate this nexus to see what 
opportunities these new models of business can bring to communities in developing 
countries. This thesis focuses on the intersection of social enterprises (SEs) as dual 
social-business mission organisations, and the application of ICTs by those 
organisations in an international development context. Through examining social 
enterprises’ perception, use and benefits of ICTs, this study aims to map real world 
experience of this new area of research, ICTD-SE. The problem of interest 
addressed by this thesis is the rhetoric of the ‘promise of e-business’ versus the 
dynamics of enactment and impacts of ICT in practice in the social enterprise sector. 
 
The focus of this research is how social enterprises are using ICT for their 
comparative advantage and embracing the benefits of e-business. Through mapping 
organisations in the Cambodian social enterprise sector, this thesis aims to fill the 
knowledge gap by reviewing donors, associations and NGOs experience in order for 
others to learn how to use ICT to benefit their communities. Documenting how ICT is 
enacted in practice by social enterprises represents an original contribution to the 
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body of knowledge and practice of international development. This thesis draws on 
the author’s research, consultancy and engagement with social enterprises in 
Cambodia during the candidacy period from 2002-2006. It explores a number of 
related themes in a single country environment, Cambodia. Using mixed methods to 
study the case of the social enterprise sector, the final output is a set of important 
variables that help to identify ICT use and impact on the social enterprise sector in 
Cambodia. Through the examination of the Cambodian experience, this thesis aims 
to share lessons learned which may be of value to other social enterprises in using 
ICT to benefit communities in other developing countries. 
1.2. RATIONALES FOR STUDY  
The rationale for this study is that the social enterprise sector provides an important 
locale in which to situate research that aims to identify the impact of ICTs on 
development. Recognising the complex dynamics and range of actors involved in this 
diverse and emerging area of development practice, this study chooses to focus on 
the social enterprise sector. It is specifically concerned with mapping the external 
influences, use and impact of ICT on social enterprises in Cambodia. Examining the 
case of the social enterprise sector in one developing country, although descriptive in 
nature, fills an essential knowledge gap in the field of ICT and development.  
1.2.1. ICT and Development 
The usefulness of ICTs to achieve development goals are increasingly accepted by 
international development agencies such as the United Nations (UN) and the World 
Bank. As ICTs are relatively new tools within the development arena, their impact is 
emerging through the work of a number of researchers within the new discipline, ICT 
for Development. The adoption of ICT was promoted as offering businesses in 
developing countries a potential for developing new exchange mechanisms to enable 
them to compete on a more equal basis in world markets  (2000p) (UNCTAD 2000, 
2001b, 2002, 2004a); (UN 2003); (WorldBank 2001, 2002a, 2002b) Apart from donor 
and multilateral agencies, there is a growing body of academic research.  Research 
such as  SMEs’ uptake of ICTs in Botswana (Duncombe and Heeks 2001), the 
contextual study into ICTs in international development agenda in Vietnam (Boyle 
2002) and the issues facing sustainability of community ICTs are all relevant 
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examples (Gurstein 2005). Following on from this nexus between ICTs and 
development is more applied research which builds on the agenda of donor agencies 
regarding the uptake of ICTs by SMEs and the role of change agents in facilitating 
this process (Duncombe and Molla 2005).  
 
Lately, the role of ICTs in the development context has been explored with specific 
reference to e-commerce and e-business.  A leading advocate of this has been the 
United Nations Conference on Trade and Development with the annual issuance of 
their E-commerce and Development Report (UNCTAD 2001a). UNCTAD stated that 
‘enterprises in developing countries that are or plan to be involved in international 
trade need to start incorporating ICT and the internet into their business models in 
order to stay competitive’. This was reiterated in 2004 at the eleventh session of 
UNCTAD whereby the major changes that ICT and e-business have introduced to 
the arena of trade were more specifically acknowledged as the ability to enhance the 
effectiveness and competitiveness of developing countries’ enterprises. 
 
Whilst the position of most of the multilateral agencies is grossly optimistic about the 
potential of ICT for addressing development needs of enterprises in developing 
countries in general and that of SMEs in particular, there is an acknowledgment that 
tailored initiatives are best suited for ICT to achieve development goals (Harris and 
Vogel 2005; Heeks 2002a). E-commerce has found it challenging to deliver the 
purported benefits espoused in the early studies of  (UNCTAD 2001a) and the 
(OECD 2004). For instance, the DFID Globalisation and Poverty study that explored 
the benefits of e-business for developing countries found that such benefits are 
largely missing and can only be realised if developing countries’ enterprises build 
their ability to develop tailored marketplaces (Humphrey, Robin, Paré and Schmitz 
2003) and (Paré 2001). More specific research into the reality of e-commerce 
benefits among businesses in developing countries (Molla 2004a, 2005b) also 
cautioned the over-optimistic expectations of e-commerce benefits.  
 
Overall, current evidence appears to suggest that for e-commerce to become more 
widespread in a way that benefits producer firms in developing countries, much 
greater attention will need to be given to how firms relate to each other within global 
value chains (Kaplinksy and Readman 2001), as well as the specific types of 
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transactions they are involved in. Core to this debate is the call for empirical evidence 
as to the real impact of ICTs such as e-business in developing countries. The 
question ‘whose development does e-commerce effect? was raised by (Odedra-
Straub 2003). The call for ‘bottom-up’ approaches in developing countries that are 
based on realistic assessments of ICTs and e-business opportunities and obstacles, 
and region and value chain specific solutions provide impetus for this current 
research.  
 
In particular OECD identified the ‘need for sector-by-sector research on the scope for 
small entrepreneurs in poor countries to tap into this new reservoir of technologies for 
their own benefit and that of their communities.’ Jorge Braga de Macedo in (p.6). 
(Goldstein and O'Connor 2000) UNCTAD called for further studies into ‘how SMEs in 
developing countries are actually using ICTs, what benefits they obtain from them 
and at what costs, and how government policies can enhance the effectiveness of 
their investments in ICTs’ (UNCTAD 2004b). One of the emerging forms of such 
small entrepreneurship is social enterprises (BORZAGA and DEFOURNY 2004). 
Social enterprises are socially driven ventures (mostly small and medium) organised 
as either for profit or non-profit entities with an explicit social mission to create 
sustainable social and economic opportunities for the poor with due considerations to 
the environment. 
 
This study argues that social enterprises are one form of enterprises that are likely to 
benefit from the application and use of ICT and can then deliver the promise of e-
business benefits for development. It is the identification of this niche and the role 
that ICTs can play in sustainable enterprise development which provided the impetus 
for this current research. Heeks (2005d) raises a number of questions regarding 
sustainability of e-development projects, acknowledging that many ICT initiatives fail 
once the funding or external support expires and that success in terms of a donor 
project does not necessarily equate to sustainability, unless this is a goal of the 
initiative from the outset. By combining this notion of sustainability as purported by 
Heeks (2005d) and the potential for ICT as an enabler for development (Gurstein 
2005), the social enterprise space provides a location for this current research.  
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1.2.2. The Intersection of ICT and Social 
Entrepreneurship 
According to the Social Enterprise Alliance (SEA 2006), ‘social entrepreneurship is 
the art of persistently and creatively leveraging resources to capitalise upon 
marketplace opportunities in order to achieve sustainable social change.’ 
Alternatively a social enterprise is a ‘generic term for a non-profit enterprise, social-
purpose business or revenue-generating venture founded to support or create 
economic opportunities for poor and disadvantaged populations while simultaneously 
operating with reference to the financial bottom line.’ (Emerson and Twersky. 1996). 
 
Key to the understanding of social enterprises is their focus on sustainability and their 
dual social and business mission. Sustainability is a core principle of social 
enterprises and refers to a business venture’s simultaneous pursuit of beneficial 
outcomes along three dimensions: economic, social and environmental. As a way 
forward in building sustainable communities, social enterprises generate revenue to 
support their social mission, as well as providing employment for often marginalised 
people (Davis 2002; Dees 2003).  A social mission is the clearly stated goal of 
providing benefit to some section of society. This requires identifying the target group 
the enterprise wishes to support. It also requires clear statements of intent to make 
sure that it is understood that the purpose of the organisation is to meet the social, as 
well as the business mission. Social Enterprises do business with an explicit social 
mission - helping poor and marginalized people to participate in sustainable business 
opportunities. For these groups, social enterprises can be an important source of 
jobs, income, training, business mentoring, and technical input (Badiali 2005; 
Bornstein 2004; Spinali and Mortimer 2001). The social mission drives business 
development and how ICTs enable this is the focus of this study 
 
The growing relevance of social entrepreneurship for development builds on the 
success of SMEs in reducing poverty and improving livelihoods. Multilateral 
organisations such as ILO, OECD, ITC and UNCTAD (2005) through the WSIS 
Thematic meeting provided evidence that SMEs use of ICT can make a tangible 
contribution to economic growth and social welfare, although much remains to be 
understood about how it happens, under what conditions, and how that process can 
be encouraged. These multilateral bodies have identified that there is a clear need to 
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measure the implementation of ICTs, to identify the factors that obstruct their 
adoption, and to understand their developmental impacts. It is with this in mind that 
this research aims to fill the gap by documenting how social enterprises, are using 
ICT and the impact this might have on their social and business mission and hence 
on development.  
 
The study is situated in Cambodia where there are many social enterprises active in 
IT services, handicraft, hospitality and processing/production. Parallel to this is a 
number of donor initiatives and NGOs operating income generating schemes to 
reach their goal of long-term sustainability. For instance the Mekong Private Sector 
Development Facility (MPDF), a multi-donor program that aims to support SMEs 
through technical assistance, business development services and financial support, 
has been the genesis for many social enterprise initiatives in the region. The practical 
relevance of social enterprises and the role of ICT in Cambodia have yet to be 
comprehensively mapped and it is this gap in knowledge that this study aims to 
address. Overall, Cambodia provides a space where a vibrant social entrepreneurial 
spirit provides a unique perspective on the perception, use and benefit of ICT in an 
international development context. 
1.3. GUIDING RESEARCH QUESTIONS 
The focus of this research is on how social enterprises are using ICTs for their 
comparative advantage and embracing the benefits of e-business. Through the 
examination of Cambodian organisations, this thesis aims to share lessons learned 
for other social enterprises to use ICT to benefit their communities. The first issue to 
be addressed is to map the social and institutional forces that influence social 
enterprises’ e-business use in terms of ICT adoption and assimilation. In particular, 
how does the social enterprise relationship with external institutions shape their 
framing of e-business? This will look at existing regimes of truth about ICTs and 
development and how that is enacted in practice by formal institutions, such as 
donors and associations, in terms of their relationship with social enterprises and 
how that shapes social enterprises’ perception of ICT.  
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Secondly, the study will examine how this framing is enacted in practice by how 
social enterprises utilise ICT. A cross-sectional survey will examine the e-business 
technologies social enterprises use to conduct their business processes, both 
internally and across the supply chain with different partners and stakeholders. 
Finally, the research will turn to the question of e-business outcome and impact – 
intending to explore the outcomes (benefits) of e-business to social enterprises and 
the impact (attributable to e-business) of social enterprises in the target community.   
 
Overall, the research addresses the following three questions: 
Question 1: What shapes social enterprises’ uptake of ICT? 
Question 2: How do social enterprises utilise ICT? 
Question 3: Does ICT deliver benefit to social enterprises?  
1.4. RESEARCH APPROACH 
The research follows a qualitative approach. Harvey and Myers (1995)  highlighted 
the benefits of qualitative research and how this method can bridge the gap between 
theory and practice. This approach is appealing as the preference for applied 
research leans towards involving practitioners, users and other stakeholders, in order 
to provide practical outcomes. Consider the nature of interpretive case studies by 
Walsham (2001) and Gertz’s (1973) ‘thick description’ as a way in which researchers 
can access the subtleties of interpretation while researching ICT in its cultural 
context. 
 
A number of sectors have been selected within the social enterprise space including 
handicraft, hospitality, processing, and IT services. They present distinct users of ICT 
in a development context and provide a range of experience from which to identify 
patterns and inform future social enterprises to effectively take up ICT. Donor and 
NGO support of the handicraft sector has seen e-business sales to international 
buyers help preserve traditional handicrafts of social enterprises that train women in 
new skills in order to support themselves and their families. Tourism and hospitality is 
also an emerging sector that sees the potential benefits of social engagement and 
sustainability  (Badshah, Khan and Garrido 2003) 
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The IT services sector is increasingly attractive as an employment opportunity for 
disadvantaged young people as evidenced by a number of social enterprises setting 
up training programs and providing IT outsourcing to both national and international 
markets. It is through these examples of Cambodian-based social enterprises that 
this thesis demonstrates the opportunity to address social issues through business 
initiatives by using ICT either directly, as in the case of IT services with skilled labour, 
or indirectly by selling via an ICT-enabled intermediary.  
 
Of the social enterprises explored, Digital Divide Data and Hagar Design were 
selected for inclusion in the study as they encompass both the IT services and 
handicraft sectors and provide a useful benchmark for this emerging sector in 
Cambodia. Their level of maturity, their experience and use of ICTs were deemed to 
provide insight on which to assist other social enterprises. Craft Network, a new 
intermediary body initiated by the IFC-MPDF, is also showcased as a channel that 
uses ICT to link producers in the Cambodian silk sector to international markets. A 
number of other less known social enterprises from other sub-sectors are also 
included as examples of real-life applications of ICT in a development context.  
1.5. MAIN CONTRIBUTIONS OF THE RESEARCH 
The main contribution of this research is to identify the real development impact on 
communities involved in social enterprise within ICT linked global trade of goods and 
services. Based on the assumption that social enterprises are using ICT for their 
comparative advantage and embracing the benefits of e-business, this study maps 
the nexus of ICT and development in the social enterprise space. First, by examining 
organisations in the Cambodian social enterprise sector, this thesis aims to fill the 
knowledge gap of this specific sector by reviewing donors, associations and NGOs 
experience for others to see the potential ICT can bring their communities. Second, 
documenting how ICTs are enacted in practice by social enterprises and considering 
the implications of ICT in development is a contribution to the body of knowledge and 
practice of international development. Finally, by examining award winning social 
enterprises such as DDD and Hagar Design alongside other local less known 
initiatives this thesis aims to deepen our understanding of how these organisations 
are using ICTs to further achieve their development goals.  
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1.6. ORGANISATION OF THE THESIS 
The study is presented in four parts: Part A: Study Overview; Part B: Theoretical and 
Research Framework; Part C: Findings and Discussion; and Part D. Conclusion and 
Recommendations. Part A: Chapter One Background and Research Questions 
outline the context, rationale and research questions to be addressed by this study. 
Part B: Chapter Two sets the scene via a review of the literature in order to locate the 
study in the current body of knowledge. Drawing from the various disciplines of social 
entrepreneurship, ICT and e-business in an international development context, this 
chapter will provide a foundation for the study to address the research gap. Chapter 
Three outlines the major research constructs.  
 
Following on, Chapter Four provides the theoretical framework for this study and 
outlines the qualitative approach, the choice of naturalistic inquiry, and presents the 
rationale for the overall research methodology. The research took a holistic1 – multi-
disciplinary, multi-method – approach to triangulate data collection and is detailed as 
to sample and selection, cross-sectional survey, semi-structured interviews, 
information observation, document analysis and artefact review as utilised in the 
study.  
  
The next component is Part C: Findings, where the chapters are organised around 
the three research questions: Chapter Five addressing social enterprises’ framing of 
ICTs; Chapter Six presenting social enterprises’ use of ICTs; and Chapter Seven 
mapping the benefit and outcome of ICTs in social enterprises in Cambodia. Finally, 
Part D: Chapter Eight provides a discussion of the current findings of the study 
against the backdrop of the corresponding literature. Chapter Nine finishing with 
Conclusion and Recommendations: presenting the implications for theory and 
practice outlining the potential for further research in this emerging praxis of social 
entrepreneurship, ICTs and international development 
                                                 
1
  This term was used by Heeks, Arun and Morgan (2005) in their study on Women's ICT-Based Enterprise and was 
felt to be appropriate to this study as it combined multiple methods across sectors. 
Part B. Theoretical and Research Framework          Chapter 2: Literature Review Page 21 of 228   
 
Part B: Theoretical and Research Framework 
 
 
 
 
Chapte r  2  
2. Literature Review 
 
 
 
 
 
2.1. Introduction   
As outlined in Chapter One there are three core questions to be addressed in this 
study. Starting with the institutional forces that influence social enterprises’ 
perceptions and use of ICT and secondly how social enterprises utilise ICT to 
conduct their business processes. Finally exploring the outcomes (benefits) of e-
business to social enterprises and the impact (attributable to e-business) of social 
enterprises in the target community.  
 
This chapter synthesizes existing literature beginning with social enterprises and e-
business in the context of a number of disciplines starting with the genesis of social-
entrepreneurship, the international development agenda, ICT and development, the 
promise of e-business and finally an assessment of the literature regarding the use of 
ICT in social enterprises – outcome and impact.  
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2.2. THE SOCIAL ENTERPRISE CONTEXT 
Social entrepreneurship extends the definition of entrepreneurship by its 
emphasis on ethical integrity and maximizing social value rather than 
private value or profit. Values reflect what is important in life, what society 
cherishes, what individuals find meaningful. The implication is that society 
must nurture and cultivate the values of innovation, catalytic change, 
opportunity, resourcefulness, creativity, (and) ethics if it wants to produce 
an ‘entrepreneurial culture.’ Davis (2002, p.7) 
2.2.1. The Genesis of Social Enterprise  
Social enterprises as a field of study has emerged over the last 20 years with 
academics, practitioners, and donors studying and documenting cases of how non-
profits have adopted ‘market-based approaches’ (Davis 2002 p 14) to achieve their 
social missions. There is however a continuing debate as to the effectiveness of such 
blending of business and social missions (Emerson and Bonini 2003). 
 
According to current thinking William Drayton coined the term ‘social entrepreneur’ 
(Davis 2002) and is widely credited with creating the world’s first organisation to 
promote the profession of social entrepreneurship--Ashoka: Innovators for the 
Public2. Much of the literature on social enterprises is therefore located within a 
developed country context with NGOs and charitable foundations dominating the 
sector in both the US (Boschee 2001; Dees, Emerson and Economy 2002; Emerson 
and Twersky. 1996); and in the UK with TraidCraft and (ECOTEC 2003). There is 
however, gradually more material on social enterprises within an international 
development context as donors become more active in this field of development 
assistance. 
 
The proliferation of NGOs3 in developing countries such as Cambodia means that 
competition for donor funds is increasing. At the programmatic level the push for self-
sustainability and independent initiatives are increasingly becoming the norm. 
However, the exact nature of what social enterprises’ entail is not that well 
established in the development community (Spinali and Mortimer 2001). Accordingly 
Emerson and Twersky (1996; Heeks 2005d) define a ‘social enterprise is a generic 
                                                 
2
  Ashoka seeks to champion those individuals who choose to make a difference to social development through 
innovation. See http://www.ashoka.org  
3
  According to The Cooperation Committee for Cambodia (CCC) there are 600 agencies operating in Cambodia 
including International NGOs, Local NGOs, International Organisations, and donors.  
See http://www.ccc-cambodia.org/Publications/Publication.htm  
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term for a non-profit enterprise, social-purpose business or revenue-generating 
venture founded to support or create economic opportunities for poor and 
disadvantaged populations while simultaneously operating with reference to the 
financial bottom line’ Alternately Davis (2002) see social entrepreneurship as 
extending the definition of entrepreneurship by its emphasis on ethical integrity and 
maximizing social value rather than private value or profit. Drayton on the other hand 
characterises social entrepreneurs – 
‘…as having the same core temperament as their industry-creating, 
business entrepreneur peers but instead use their talents to solve social 
problems on a society-wide scale -- why children are not learning, why 
technology is not accessed equally, why pollution is increasing, etc.…Each 
type of entrepreneur envisage a systemic change, identifies the jujitsu 
points that will allow him or her to tip the whole society onto this new path, 
and then persists and persists until the job is done.’-- (Davis 2002) 
The diversity of the emerging field prompted Alter to write the Social Enterprises 
Typology (Alter 2004). Alter’s definition captures purpose, approach and practical 
applications: A social enterprise is any non-profit-owned revenue-generating venture 
created for the purpose of contributing to a social cause while operating with the 
discipline, innovation and determination of a for-profit business. (p 5)  Emerson in 
Alter writes: ‘we have witnessed an explosion of innovation as a growing international 
community of individuals has experimented with a great variety of approaches to 
fulfilling one basic idea – Markets and business, capital and commerce can be 
harnessed not simply for the creation of individual wealth, but rather the creation of 
value in its fullest’ (Alter 2004, p vi). 
 
Alter (2004) assessed the global occurrence of social enterprises and noted that 
increasingly the non-profit sectors in developing countries are rising to meet the 
development challenges within a context of reduced donor funds and the push for 
NGOs and social initiatives to be self-financing. Some of the most innovative social 
enterprises are found in developing countries where specific challenges make 
innovation a necessity (Etchart and Davis 2003).  
 
Most notably in the development context is the Grameen Bank4 which started as a 
micro-finance program but has metamorphosed into a number of income generation 
                                                 
4
 Muhammed Yunus the founder of the Grameen Bank and related programs was awarded the Nobel Peace Prize in 
December 2006, illustrating the link between eradicating poverty as a factor for peace. 
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initiatives addressing issues across Bangladesh and increasingly elsewhere in the 
developing world. Most well-known is the Grameen Village Phone program whereby 
women micro-entrepreneurs are granted a loan to set up a micro-enterprise to 
provide village pay phone services, thus meeting multiple needs of the community 
and individual. The success of the Village Phone has been replicated in Uganda by 
the Grameen Foundation.  
 
Cambodia is also exploring the potential for private public partnership under the 
Growing Sustainable Business initiative of UNDP and the Cambodian-German 
Technical Cooperation program (Hutchinson 2006). This example highlights the 
potential of Cambodia as a location for innovative approaches using ICT as a tool to 
address development challenges. 
2.2.2. Social Enterprise Typology 
Alter (2004) synthesised a number of projects from Latin America to develop the 
social enterprise typology which examines how institutions have combined a mix of 
social values and goals with commercial business practice. The typology explores 
how social enterprises have come up with ownership models, income and 
capitalisation strategies, and the unique management and service systems designed 
to maximize social value.  
Figure 2.a SE Typology - Sustainability Strategy 
 
Source: Alter (2004, p.8)5 
 
Through using the illustrative typology to classify organisations into the various 
models of social enterprise this study hopes to add to this emerging field.  
 
                                                 
5
 See  http://www.virtueventures.com/setypology/semg.aspx?id=HYBRIDSUSTAINABILITY&lm=1 
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Emerson comments in the foreword to Alter (2004) that this typology is needed to 
help the field move to the next level as a number of years have ‘proved the concept’, 
now it is time for the funding bodies to step up and provide innovative financial 
support for the social enterprises sector, in a manner that befits the creativity of the 
typology itself. This call has been met in some part by the active engagement of IFC 
through their patient loan program for social enterprises, some of which are included 
in this thesis as examples of donor support for innovations that the sector provides 
Cambodians. 
 
Whilst acknowledging that there is still work to be done in formalising the field, 
Emerson addresses critics who said social entrepreneurship was a ‘thin intellectual 
fancy of those who couldn't make it in mainstream business is proved wrong…by the 
continuing personal witness of literally tens of hundreds of social entrepreneurs the 
world over who now, via the internet and the gathering storm of intellectual 
awareness, are proving themselves worthy of not grants, but investments; of not 
initiatives, but permanent program areas of major foundations and governmental 
funding bodies’ (Emerson in Alter 2004, p vi).  
 
Addressing these critics with further research such as this study hopes to add to the 
body of knowledge that argues that social enterprises do provide a unique approach 
to addressing development challenges. Part of which is acknowledging the shift in 
international development agenda and the increased focus on economic and social 
sustainability which social enterprises are playing an increasing role with the support 
of donors, governments and communities. Davis (2002) highlights this shift from 
pessimism to optimism which encapsulates the social entrepreneurial shift which will 
be explored in the following section. 
‘Instead of maximizing profit and the return to shareholders, this species of 
entrepreneur seeks to maximize impact and the return to stakeholders in 
society…As change makers, these relentless innovators infect society with a 
sense of hope and optimism that a better world is possible. This is how the 
vicious cycle of pessimism; despair and malignant development can 
become a virtuous circle of decent work, fair, just and environmentally 
healthy communities’. -- (Davis 2002 p29)      
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2.2.3. The Social Entrepreneurial Shift  
Increasingly social enterprises are part of the strategy for economic growth in 
developing countries. There is a consensus that the traditional donor approach of 
‘development assistance’ is not achieving the desired results and there is a need for 
a new approach to meet the development needs of poor countries. According to the 
UNDP Human Development Report a fifth of the world’s population – 1.2 billion 
people – live in absolute poverty, living on less than $1 a day. They often struggle to 
access clean water, shelter, basic medical care and education (UNDP, 2006). 
According to Prahlad and Hammond (2002) the message of these poor people is that 
a person who lives on $1 a day still has pride, they can still be an informed 
consumer, and they too can choose to engage in commerce (Prahalad and 
Hammond 2002). They need to be respected, to be engaged and not to be seen as 
charity by donors or businesses. This shows that the welfare approach alone is not 
enough to break the cycle of poverty. 
 
The development focus has therefore shifted in recent years to building sustainable 
enterprises and encouraging the emergent SME sector (DFID 2005; UNDP 2006). 
This notion is captured in Figure 2.b. Programs aiming to strengthen ties and 
increase trade and development across the developing world are supporting private 
sector development in order to drive growth. Bilateral donors also see the benefit of 
private sector development often bringing an alternative dimension to the challenge. 
For example in Cambodia, the donors active in private sector development have 
increased markedly since 2000, with multilateral donor agencies such as UNCTAD, 
UNDP, UNIDO, ILO, ADB and the World Bank Group all acknowledging the role 
SMEs play in economic development.  
 
In 2005 in Cambodia, the key programs included GTZ’s Private Sector Promotion 
program; the multi-donor funded Private Sector Working Groups run by the IFC and 
World Bank Group; and the ADB support for SME policy development. This move in 
funding to focus on supporting the private sector indicates a fundamental shift in the 
focus of development assistance for Cambodia.    
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Figure 2.b Perspective on Private Sector and Poverty Reduction  
 
At the same time, there is some scepticism about SMEs economic benefit, (Dollar 
and Kraay 2000) as there are many challenges which impact on their potential 
growth. Donor programs focusing on SME development run the risk that those 
already in business with networks and capital will get richer while the disenfranchised 
and marginalised will become poorer.  
 
This is where the balanced approach espoused by social enterprises can fulfil an 
important role. The advent of social enterprises combines donor and business drivers 
and provides a new approach to address the challenges of international development  
(Alter 2004; Bornstein 2004; Davis 2002; Prahalad 2004). By facilitating the entrance 
to the workforce or the market of disadvantaged people, social enterprises address 
the dual need for economic and social development. UNDP acknowledges that ‘the 
private sector is already central to the lives of the poor and has the power to make 
those lives better. It is about using the managerial, organisational and technological 
innovation that resides in the private sector to improve the lives of the poor. It is 
about unleashing the power of local entrepreneurs to reduce poverty in their 
communities and nations’ (UNDP 2005, p.5). 
 
The approach know as ‘The Fortune at the Bottom of the Pyramid’  (Prahalad 2004) 
explains the benefits of focusing products and services on the needs of the poor, and 
how business can help create social transformation at the bottom of the economic 
pyramid. Prahalad calls for the collaboration amongst various groups to activate a 
‘private sector ecosystem’ whereby donors, multinationals, local agencies and the 
poor themselves engage and work to find new solutions to development challenges. 
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This is increasingly becoming the new approach to development assistance and 
engagement with the private sector as a provider of goods and services targeted to 
local communities within their socio-economic means. 
 
Lead donors have taken up the call for business and society to work together. 
Examples of these include UNDP's Growing Sustainable Business Initiatives (UNDP, 
2006), the International Finance Corporation’s (IFC) Grassroots Business 
Organisations (GBOs) (MPDF 2004) and the Cambodia-German Private Sector 
Promotion (GTZ-PSP). These programs harness partners from public, private and 
civil sectors to address the development challenges presented in the Millennium 
Declaration (UNDP 2006). They also help to empower and engage the poor as 
entrepreneurs, suppliers, consumers and employees. These businesses provide 
income, training and needed products and services to those who need it most, 
bridging a gap in the global marketplace.  
 
The IFC, for instance, through its Strengthening Grassroots Business Initiatives 
(SGBI) program, identified that increasingly, non-corporate entities, such as non-
profits, NGOs, cooperatives, and other organisations with a strong 
social/developmental orientation are moving into revenue generating activities in 
order to further their social objectives. These revenue-generating activities can be an 
important source of jobs, training and income and can also provide low-cost goods 
and services for the poor. In particular, the SGBI often helps GBOs to move from a 
‘donor dependent’ approach to a more commercial model of operations, a shift that 
carries with it a number of benefits as illustrated in Figure 2.c. 
Figure 2.c Value Add of the SGBI 
 
Source: IFC, SGBI Summary (2005) 
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Overall, the international donor community is realising that the private sector will be 
the engine of growth for developing countries. Through various bilateral and 
multilateral programs, they encourage businesses that participate in pro-poor 
development - the social enterprises. The growing relevance of social 
entrepreneurship as an approach for sustainable development is building on the 
success illustrated by SMEs increased role in reducing poverty and improving 
livelihoods. However, social enterprises face many conceptual and practical 
challenges which the following section highlights. 
2.2.4. Challenges Facing Social Enterprises   
The majority of the literature on the non-profit sector is more inline with social 
enterprises than mainstream business principles; however the blending of the duality 
of mission often confuses the matter. According to Boschee, ‘social entrepreneurship 
has moved into the mainstream’ (Boschee 2001 p15) however, he warns that many 
are ill-equipped to deal with the specific issues that social enterprises encounter. 
Whether it is ‘venture philanthropists’, NGOs boards or entrepreneurs there are few 
tools to assist them in balancing sometimes competing business and social missions. 
Similarly, Paton examines the question of what happens when performance 
improvement techniques originating in the private sector are applied to non-profit 
organisations (Paton 2003) and how this can be applied to address the challenges as 
espoused by Boschee. These include process benchmarking, externally accredited 
standards and balanced scorecards which were similarly investigated by the Social 
Enterprise Partnership (SEP 2003) which found that many of the tools are too difficult 
for the target organisations to implement and so have limited uptake or relevant 
output. 
 
The problem of performance management in this emerging sector is also of concern 
to those supporting the development of social enterprises. This leads us to the 
current debate regarding the challenges facing social enterprises in regard to 
monitoring and evaluation raised by Flynn and Hodgkinson (2001) and DiMaggio 
(2001)  continuing the debate in section 2.5 later in this literature review. 
 
On another note, social enterprises often face serious challenges in their revenue-
generating activities. In particular marketing is a key challenge as many producers 
find it hard to reach export markets. Given their size and often-unconventional 
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organisational model, they typically have trouble getting relevant and affordable 
marketing assistance. It is through examining programs such as the GBI that this 
research aims to identify the potential that ICT can bring to address some of these 
issues. The next section will review the literature in regard to the role of ICT in social 
enterprises, as it sits within the wider debate of ICT and development. 
2.3. REVIEW of LITERTURE ON ICTs and 
DEVELOPMENT   
The discipline of ICT for development has been growing since the late 1990s. This 
literature review identifies two streams of debate – academic and institutional which 
are at times hard to distinguish as there is a close relationship between leading 
academic and donor institutions in review and assessment of ICT for development 
initiatives. The interrelationship between donor and academic institutions is complex 
and can at times confuse the research agenda but it is vital for the development of 
the discipline of ICT and development that theory and practice are explored 
simultaneously. As such this section of the literature review identifies a number of 
key studies from major contributors to this field – both academic and institutional.  
 
The most significant influence on the perception of ICT in developing countries has 
been exerted by international development agencies and multilateral institutions 
active in the debate and the projects on the ground. Key institutions include both 
multilateral and bilateral donors which have adopted ICT and development to varying 
degrees, the most active of which will be explored. But at the outset a more 
fundamental distinction between ICT and ICT for development needs to be 
addressed.  
2.3.1. Approaches to ICTD 
A useful premise for this study is the distinction of approaches to ICT and 
development or ICTD. Whilst reviewing the literature a duality appears with two main 
approaches identified. One articulation of this duality is the ‘ICT-in-support and ICT-
driven’ approach outlined by Curtain (Curtain 2004 p15) in his review of ICT 
initiatives in international development programs (2004). Another author who poses a 
similar argument is Heeks (2005c) who asks the equation of ‘consumption and 
production’ of ICT (Heeks 2005b). The distinction is not however as clear as first 
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appears. If definitions of these axioms are explored in more detail, it could be argued 
that there are in fact three approaches (see figure 2.d): 
Figure 2.d Approaches to ICTD 
# Approach Definition Example 
1 ICT as an enabler ICT as a tool, employed to achieve a specific goal either business or development 
e-health, e-government, 
e-learning, e-business 
2 ICT-fully integrated 
Initiatives mainstream ICT seamlessly so 
much so that often  ICT isn’t even identified 
as a separate intervention 
Financial MIS, population 
statistics database 
3 ICT as a sector ICT businesses provide employment and play a role in economic development 
Social Outsourcing, 
Telecentre 
 
ICT as an Enabler  
Qureshi charts the debate in the field of ICT and development acknowledging that 
technology transfer has a long history in the field of international development but 
that since the introduction of electronic networks the debate has changed (Qureshi 
2003). With the rise of the internet the debate has changed focus to how this new 
ICT can be harnessed to achieve development goals and improve the livelihoods of 
those in developing countries. Key to this change is the rise of ICT-enabled networks 
whose attributes include ‘decentralization, cooperation, and rapid response…ICTs 
enhance capability to share information, ideas, activities, and assets’ (Proenza 
2003)(p.16). The application of ICTs in developing countries for a range of 
development goals has increasingly seen new areas emerge such as e-health, e-
government, e-agriculture and of particular interest here, e-business. 
 
In implementing ICTs for development whether it be a social enterprise or not, it is 
important to acknowledge that the context is different and that the system needs to 
be adapted to match the situation. As such the gap between design and reality 
(Heeks 2002b) needs to be kept to a minimum. Dutton’s (2004) argument that 
technology must be understood in its context is perhaps best illustrated by the ‘onion-
ring’ model Figure 2.e below (Heeks 2005a). This model calls for a methodical 
approach to ICT for development by making sure that information drives the process 
and that technology does not dominate. 
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Figure 2.e Onion-ring model6 (Heeks 2005) 
 
 
Parallel to this approach in the literature has been the evolution of the concept of  
‘e-development’. The debate as to the distinction between this and  
‘i-development’ (Heeks 2002a) arguing that e-development as a term captures the 
use of ICTs for socio-economic development. This was further addressed by a more 
recent concern that ‘a communication/rights agenda has a strengthening hold on 
debate and direction of e-development’ (Heeks 2005a)(p.1). However, the real 
question may be, is this rise of information-centric initiatives shifting from IT to 
information and communication, possibly the emergence of i-development? Also how 
does this fit with the models in Figure 2.e and 2.f (Harris 2004) which are information 
driven?  
 
It is also worth acknowledging that the shift to mainstream ICT into donor and NGO 
programs has contributed to the losing the focus on the ‘e’. The UN saw 
mainstreaming as a ‘powerful catalyzer for wider absorption of ICT in developmental 
processes’ (UNV 2003 p8). Some challenge the way in which some donor agendas 
have shifted to a rights-based approach (Heeks 2005a). By incorporating the right to 
information and communication as a core entitlement donors are integrating e-
development into a broader development agenda. Whilst positive, it perhaps 
subsumes ICTs into another agenda and moves the benefits away from the potential 
that technology offers. 
 
                                                 
6
 See Heeks 2005. http://www.sed.manchester.ac.uk/idpm/research/publications/wp/di/short/DIGBriefing4Onion.pdf  
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Qureshi (2003 p149) surmises ‘that specific forms of IT implemented and used 
participatively to suit local needs can contribute to development’. Thus supporting the 
claims (Dutton 2004; Harris 2004; Heeks 2002a, 2002b) that context is paramount to 
success. Paré (2003) also cautioned that in order for developing countries to take 
advantage of the benefits of e-commerce, initiatives must pay attention to the 
‘specific characteristics and positioning of these firms within global value chains, and 
to the digital applications they use to deal with operational challenges’  This brings us 
to the second approach where ICT is mainstreamed and embedded in the process – 
fully integrated. 
ICT-Fully Integrated 
Another perspective on the donor uptake of ICT and development has been the link 
between poverty and development and the way ICT can be engaged in this core 
development challenge. This line of thought assumes that technology is embedded in 
socially constructed environment. There was great optimism as to the benefits new 
technologies could bring to those in developing countries. Early UN initiatives such 
as UNDP’s Info21 and the UN ICT Task Force addressed a number of issues. The 
G8’s Digital Opportunities Task Force (DOT Force) called for ‘ICT-enabled 
development’ and advocated ‘mainstreaming’ using ICT in ‘project planning and 
design and, even more importantly, within development strategies, both nationally 
and internationally’ (DOT-Force 2002). Similarly others (Gerster and Zimmermann 
2003; 2005) suggested donor agencies not to overlook the ICT-related opportunities 
to increase a program’s effectiveness. However, the question this raises is when 
‘ICT-enabled development’ which fits into goal 1/ is moved along the trajectory to the 
middle goal of mainstreamed ICT, the impetus of 1/ can be lost in the transition.  
 
In response to the G8 DOT Force, the OECD’s Development Assistance Committee 
(DAC) accepted that they could play a key role in ‘sensitising donors to the catalyst 
role of ICTs in development and poverty reduction and in mainstreaming ICTs into 
OECD Members countries’ ODA programs’ (OECD 2004 p3). Most relevant to this 
research is the identified need to highlight best practices to share the benefits of ICT 
as a tool for development, and ‘link seizing digital opportunities to helping attain 
development objectives’ (OECD 2004 p3) or as shown in Table 2a a combination of 
approach one and two of initiatives to document cases of ICT sustainability to show 
that ICTs can enhance development whether as fully integrated or as a means to 
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achieve another broader development goal. Similarly, Gamos and Big World (infoDev 
1998) found from their case studies of 12 ICT and development projects a number of 
contributing factors such as attachment to and support of existing development 
activities and how NGOs are seeking to mediate ICT to wider, non-connected 
communities. 
 
Underlying these initiatives donor agencies such as the World Bank have introduced 
a focus on poverty reduction which underpins all strategies for country assistance. 
The UN has a parallel perspective and has been instrumental in supporting the 
development of national ICT policies that intersect with the general country 
development agenda. In Cambodia this process has been supported by UNDP 
through their regional Asia Pacific Development Information Program (APDIP). 
Corresponding to this, APDIP has developed a series of ‘e-primers on the 
Information Society’ that provide an overview of the key issues facing the region, the 
most relevant of which are by Harris (2004) who sees the role of information as vital 
to a successful ICT program as illustrated in Figure 2.f. Harris (2004), which clearly 
illustrates the shift in development thinking on ICTs. 
Figure 2.f Development, Information and ICTs (Harris, 2004) 
 
Harris, R. (2004). ICT for Poverty Alleviation. e-Primer. Kuala Lumpur, APDIP. 
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As with the work by Heeks, (2000b; 2001) Harris (2004) proposes that for ICT to be 
most beneficial they must be used as a tool for development and not as a means in 
themselves. Figure 2.f illustrates that by focusing on the development and 
information objective, the technology becomes a strategy to achieve the desired 
development outcome. It is this shift in approach that has lead the focus for ICT to 
become mainstreamed into development programs rather than being a separate 
practice area. The relevance of this in regard to this thesis is that most of the donor 
programs identified in this study do not specifically focus on ICT but rather see it as a 
tool of a broader program for economic and social development such as the ILO and 
ITC SME programs (ILO 2006; ITC 2000). 
 
Curtain (2004) proposed a series of 11 steps as a guide to mainstreaming ICT into 
development projects for AusAID. By acknowledging that integrating ICT into 
development is a complex task, Curtain recommends an ‘innovative management 
approach is more important than the skills required to set up and maintain the 
technology’ (Curtain 2004 p50). Identifying the challenge for champions of ICT in 
development Curtain perhaps best sums up the current debate concluding ‘it is 
common for new technologies to go through an initial period of widely varying views 
about its potential, followed by a period of more balanced assessments of what they 
can or cannot do’ (Curtain 2004 p54) . With the promise of ICT for development and 
e-commerce in particular, it is important to acknowledge that in 2007, there is still a 
need for the balance review as called for by Curtain which this study aims to address. 
ICT as a Sector  
Often the focus of the ICT sector in developing countries is outward looking to the 
global market for outsourced services. Outsourcing has been undoubtedly been a 
boon for countries such as India and the Philippines with their large diaspora 
populations and the associated brain drain (Heeks,2005c) which has been addressed 
with lower end services off shored back to their home country from their new base in 
the north. However, the definition of outsourcing has often been lost in the debate on 
globalisation but (Bhagwati 2004) clarified this ‘explicitly as the services trade at 
arm's length that does not require geographical proximity of the buyer and the seller–
the so-called Mode 1 services in the WTO terminology–conducted principally via the 
electronic mediums such as the telephone, fax and internet’ (2004 p1). They contend 
that the actual US job losses will be minimal however the hype remains yet another 
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perspective to the debate is provided by Hashmi (2006)  who states ’ “the American 
dream” seems to have migrated to India as well. The retreat into economic 
nationalism and calls to strengthen territorial boundaries suggest the inability – or 
refusal – to imagine mobility in relation to American national identity in terms other 
than that of unhindered movement into temporal and spatial frontiers’ (Hashmi 2006 
p242). 
 
The backlash against outsourcing with companies in the north concerned about job 
losses and security of sensitive data (WITSA 2006) needs to be countered with a 
new approach which social outsourcing provides with low end work such as data 
entry and business process back end making a significant impact on the local 
communities where new employment is generated by these ICT enterprises 
(Hutchinson 2006). Similarly Heeks (2005b; Heeks 2005c) presented the advantages 
of offshoring to Africa: 
‘(offshoring) falls on the right side of the "production vs. consumption" 
argument. This says that mainstream usage of ICTs in development (e-
government, e-commerce, e-health, telecentres, etc.) delivers only marginal 
benefits. By contrast, productive uses of ICTs through the establishment of 
IT sector enterprises – like those created by offshoring – deliver direct 
benefits that transform livelihoods: new jobs, new income streams, new 
skills, etc.  -- (Heeks 2005b p1)  
Another perspective on the debate is provided the study of gender and software 
production in India (Arun, Heeks and Morgan 2006) and the follow up study further 
explored this emerging field of ICT and social outsourcing and the rise of women’s 
based cooperative enterprises in Kerala (Arun, Heeks and Morgan 2006). This new 
ICT sector is not without its challenges, (Heeks 2005d) with infrastructure, capacity 
and a potential volatile global industry which makes the emergent ICT social 
enterprises susceptible to failure. This is why a balanced client base needs to 
diversify and include local as well as international clients. Outsourcing doesn’t 
necessarily have to be to overseas clients a framework in which to assess the most 
strategic model of IT sourcing (King 1994). In the development context given the 
current limitations of the industry building the local IT services sector and providing 
services to local businesses is paramount to the addressing the ever increasing 
digital divide. 
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In support of this Fuch’s argues there is a need ‘to “make the market” for a domestic, 
rather than a solely export oriented, Information Economy’ (Fuchs 2003 p68). 
Creating a locally engaged digitally-aware community requires embedding ICT into 
everyday life which is happening with the rise of mobile phone ownership in 
developing countries. Fuchs (2003) sees social entrepreneurs as a key to diffusing 
ICT and recommends finding and supporting community innovators to lead the 
uptake of ICT until the general population understands the benefit. Through leading 
by example with community outreach programs, training courses and business 
support services these activities can be the catalyst for growth of the local ICT sector.  
 
One key provider of community ICT services is the growing telecentre sector. 
However, another recommendation (Heeks 2005e) suggests we need to look from 
the ‘perspective of the telecentre as an IT sector business’. 
‘Small and informal businesses are a key user group and are often concen-
trated (clustered) in small geographic areas where they can obtain access 
to a wide range of resources. In this respect operators providing integrated 
business-support services and facilities provision will help to foster 
business incubators in these locations, including by leveraging their 
infrastructure to improve processes for the support of small businesses by 
SME and micro investment funds. This not only reduces the cost of entry 
and operational costs for SMEs in the traditional industries, but also for 
new businesses in the ICT sector, such as IT equipment distribution, 
assembly and refurbishment, programming, teleworking, information 
gathering and supply, training, education and entertainment.’--  (Heeks 2005e p.46)  
The consistent failure of telecentres that only focus on client services and information 
consumption by local communities who do not have a disposable income is 
countered (Eggleston, Jensen and Zeckhauser 2002; Heeks 2005e). This further 
supports this study’s contention that social enterprises provide a targeted sector in 
the development arena which may provide a location for successful ICT and 
development initiatives in the ICT services sector. 
 
The advancement of the information economy as facilitated by ICTs such as the 
internet raises a concern regarding the gap between information rich and poor 
nations. Rodriguez and Wilson asked a key question ‘Are Poor Countries Losing the 
Information Revolution?’ (2000). Interestingly they evaluated both ‘ICT products and 
outputs (e.g. internet, cellular phones, etc.) as well as inputs (engineers, scientists)’ 
(Rodriguez and Wilson 2000 p2) which bear directly on the issue of the viability of the 
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ICT services sector in developing countries.  Finally this brings us to the core issue of 
much of the debate in ICT and development – the digital divide. 
2.3.2. Digital Divide 
The emergence of the ‘digital divide’ (Buel 2001; Norris 2001) reflected the social and 
economic imbalance between the developed and developing world. Much of the 
literature available about ICTs in a development context focuses on the digital divide. 
In considering the digital divide, issues of access and connectivity are often the first 
level of focus. The rate of connectivity was raised as an issue by the International 
Telecommunication Union (Gray 2001) and the E-readiness assessment of 
Cambodia (Gray, Kelly and Minges 2001). Connectivity is also consistently on the 
ICT for development agenda as seen in the discussions at both sessions of WSIS 
(WSIS 2003; 2005) 
 
The question posed by some such as the World Bank (2002b) and OECD (Goldstein 
and O'Connor 2000)  was will ICT widen the gap even further or is it a key tool to 
reduce the development gap? The digital divide is being addressed on one level, with 
the aim to integrate developing countries into the global economy. An economy that 
is increasingly characterised as ‘networks’ that order almost instantaneous flows of 
information and capital (Castells 2000). Yet is this neo-liberal approach of 
globalisation the best for all? (MacEwan 1999) Does it acknowledge the peculiarities 
of countries that impact on the success of ICT uptake? The need for interaction on a 
regional level combined with a sectoral approach can best be seen in the programs 
of the Asia Pacific Development Information Program (APDIP), a program of UNDP. 
The aim of APDIP is to facilitate the uptake of ICT as a tool for development within 
the Asia Pacific region. APDIP provides a regional and sectoral approach to 
development, where ICT is both the means and the end.  There have been some 
initiatives that aimed to address this such as e-Asean and the UNESCP e-Business 
project in the regional grouping of the countries of the Greater Mekong Subregion; 
however the impact is unknown at this time. 
 
Luyt (2004) addresses the issue of the digital divide from an alternative perspective 
asking the question ‘Who Benefits from the Digital Divide’. (2004) where he states: 
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‘The fact that the gap between ICT access in the developed and developing 
countries is now on the agenda at international conferences…reflect is a 
particular convergence of interests and their ability to collectively set the 
political agenda in such a way that the digital divide is now seen as a 
serious and important social problem.’  -- (Luyt 2004 p2) 
Other works identified during the literature review that are relevant such as Schech’s 
(2002) article on underlying discourses on development and knowledge regarding 
ICTs role in the power-knowledge nexus and Pastore (2001) identification of the 
global skills gap also raises relevant issues that impact on ICT uptake in developing 
countries. Importantly poor countries perspective is provided by Rodriguez and 
Wilson (2000) civic engagement and information poverty (Norris 2001); and 
globalisation and social development (Castells 2000). All provide more discussion of 
this important debate as to the role of ICT and development and the various levels of 
the digital divide.  
2.3.3. Donor Agenda – Poverty and Mainstreaming ICT 
Poverty alleviation as a development focus has been articulated in the advent of the 
Millennium Development Goals (MDGs) which also emerged as an important theme 
in the 2003 World Summit for Information Society. As such e-development objectives 
have been reoriented to use ICT to achieve poverty reduction. The inclusion of ICT 
strategies in development programs such as the UNDP, the World Bank and ADB 
indicate that ICT is identified as a key tool to reduce the development gap and thus 
the digital divide.  
 
As it is the remit of all UN agencies to operate within the framework of the MDGs it is 
not surprising that the mainstreaming of ICT now has to consider how it can assist 
achieving the MDGs. One key agency UNIDO through their Business Information 
Services Programme supports the MDGs by ‘bringing ICT to SMEs, enabling them to 
exploit their significant potential as key contributors to employment creation and 
poverty reduction.’ (UNIDO 2003) However, some are questioning the relevance of 
ICTs to achieving the MDGs. Heeks (2005d) sparks the debate stating that 
technology is central to generating enterprises which, in turn, pays for all social 
development. 
 
As ICTs become embedded in development practice the potential for failure changes 
for according to Gurstein (2005) sustainability as a theme indicates the immaturity of 
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this new field. This corresponds to Curtain’s  (2004 p55) assertion that as technology 
interventions increase over time, so does the ability for the turning point from the pilot 
stage to the diffusion of the new technology to gain acceptance in the wider context. 
Add to this the core assumption presented throughout the Journal of Community 
Informatics (Volume 2 Edition 5 2005) the value of ICTs for local communities as 
‘social goods’. Whilst those in community informatics accept this argument, it is 
controversial in the overall field of ‘development’. The challenge as put by Gurstein is 
to ‘make the use of ICTs in communities so transparent in their implementation and 
so compelling in their application that the issue of ‘sustainability’ in effect disappears’ 
(Gurstein 2005 p3). However, there are critics of this optimistic outlook.  Hearn, 
Kimber, Lennie and Simpson (2005) argue that the ‘equation that ICTs equals 
productivity is misleading’ in relation to the issue of sustainability and call for more 
research into the field.  
 
In summary, to achieve e-development sustainability at the project level a number of 
core factors have been identified by Heeks Figure 2.g (2005e) –  
Figure 2.g E-development Sustainability Factors 
Capacity 
 
the project must match the available resources 
on an ongoing basis; these include money, 
skills, data and technology   
This makes a 
project usable 
 
Utility 
 
the project must keep meeting the needs of at 
least some stakeholders; it must continue to be 
useful to someone 
This makes a 
project used 
 
Embedding 
 
 
for long-term sustainability, the project must be 
"institutionalised" – embedded in the rules and 
norms, culture and values of its setting 
This makes a 
project used as a 
matter of routine 
 
A good place to end this section of the literature review of ICT and development is 
with the question asked in The World Summit on Information Society (WSIS) in 2003 
“What role cans information and communication technologies (ICTs) play in 
economic and social development”.  In acknowledging that the ‘digital divide 
promotes information and knowledge poverty and limits the opportunities for 
economic growth and wealth distribution’ the WSIS stated that ‘ICTs spur the 
creation of economic and social networks of individuals and communities’ (WSIS 
2003). The belief that traders and entrepreneurs benefit from ICTs through the 
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opportunities created by promoting their businesses nationally, regionally and 
globally is one that has been embraced by many in development agencies.7  
2.4. THE PROMISE OF E-BUSINESS  
The promise of e-business is perhaps best articulated by a number of donors, with 
the most often cited included below as a good start to this section of the literature 
review. 
‘Firms in developing countries should enjoy productivity gains and 
expanded demand with the spread of electronic commerce.’ -- (WorldBank 2001) 
‘Enterprises in developing countries that are or plan to be involved in 
international trade need to start incorporating ICT and the internet into 
their business models in order to stay competitive’  -- (UNCTAD 2001a p18) 
Much has been promised of the potential impact of ICTs on developing economies as 
a driver of growth within the small and medium enterprise sector. Through the 
adoption of ICT and e-commerce, SMEs are theoretically placed to harness new 
processes and markets. The UN Conference on Trade and Development launched a 
series of partnerships on ICT for development at the UNCTAD XI Conference held in 
São Paulo, June, 2004. The objectives of the partnerships were to ‘improve access 
and use of ICT applications in order to enhance the economic competitiveness of 
developing countries.’ The focus on using ICT to support development of SMEs is 
also seen in the UNESCAP project that provides a foundation for this study. This 
project identified that supporting intermediaries in the uptake of e-business would be 
the best intervention to support SMEs use of ICT for business in the GMS.  
 
In gathering information on the adoption of ICT by enterprise, much focus has been 
on measuring e-commerce transactions. However, this misses the use of ICT in 
businesses which may provide a more true representation of the uptake of ICT and 
hence the foundation of e-business. Reportedly many of the efficiency gains related 
to the adoption of ICT result from changes in business processes using ICT, ranging 
from customer relationships and supply chain management to marketing, logistics 
and distribution (UNCTAD 2004a p14). Building on Molla’s (2004a; 2004b; 2005a; 
2005b) research into the reality of e-commerce benefits among businesses in 
                                                 
7
 World Summit on the Information Society See http://www.itu.int/wsis/basic/faqs.asp   
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developing countries, this thesis intends to explore some of the other implications of 
ICT in development, in relation to market-access and linkages.  
 
It is important to note that the promise of e-business might work only in an 
environment where markets are already accessed. Considering the commodity 
based economy of most developing countries, trade agreements, and quarantine 
requirements, the limitations of physical infrastructure, all play a major role in market 
access and need to be considered in any ICT intervention. Although e-commerce is 
finding it challenging to deliver the purported benefits espoused in the early studies of 
(UNCTAD 2001a) and UNDP an OECD Development Centre research project on e-
commerce for development, under the heading ‘Globalising Technologies and 
Domestic Entrepreneurship in Developing Countries’ called for a ‘sector-by-sector 
research on the scope for small entrepreneurs in poor countries to tap into this new 
reservoir of technologies for their own benefit and that of their communities’ (2000).  
 
Perhaps the most pertinent report to the current topic is by Batchelor and Webb 
(2002) who conducted a DFID funded study on E-commerce options for craft 
producers in developing countries which provides a valuable context for this 
research. Although their assessment did show significant developmental impact it did 
not conclusively prove that an ICT activity directed at increasing income for the poor 
can, on its own, generate cost recovery inclusive of set-up and replacement costs, 
i.e. achieve economic sustainability. However, the study does indicate that this is 
beginning to happen, and that the prospects for the future are encouraging. More 
importantly the examples HEED Handicrafts (Bangladesh) and ASHA Handicrafts 
(India) clearly show elements of institutional and social sustainability and there are 
indications that ICT activities can be regarded as cost effective. Similarly Orbeta 
(2005) raised the Asian experience in the debate, warning that if ‘artisans and 
development organisations were not able to share in these benefits… the digital 
divide will reinforce the income divide’ (Orbeta 2005 p11). 
 
Blowfield’s work on ethical trade asks the key question ‘is it possible that values other 
than profit can be brought into the value chain?’ (Blowfied 1999) This combined with 
Duncombe and Heeks (2002) notion that ICT can play a role in the self-regulation 
required in ethical trade provides another perspective for this thesis. As this research 
seeks to investigate the role that ICT can bring to social enterprises in developing 
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countries to showcase not only their products to a global market but also inform of 
the positive impact on the local communities. It is this use of ICT to differentiate the 
activity of the social enterprises sector as in the case of ethical consumers and e-
commerce and the emergence and growth of fair trade in the UK by Coles and Harris 
(2006). So in response to the calls for a review of e-commerce from a ‘bottom-up’ 
perspective (Goldstein and O'Connor 2000; Heeks 2000a; Humphrey, Robin, Paré 
and Schmitz 2003) this study aims to map the experiences of individual enterprises 
to provide evidence of the real impact and outcome of ICT in a development context 
which is the next section of this literature review.  
2.5. USE OF ICT IN SOCIAL ENTERPRISES–
OUTCOME AND IMPACT 
Now the literature review turns to how to assess the outcome and impact that ICT 
may deliver to social enterprises. One option is to consider how social enterprises’ 
use ICT to achieve their dual mission and how they in turn measure success. When 
considering how to measure impact, the line of investigation reviewed a range of 
areas including livelihood and capability frameworks, and current work in the field of 
ICT and development. Impact can be measured using livelihood and capability 
frameworks (Murray 2001). DFID’s Sustainable Livelihoods Framework (SLF) is an 
effective tool for uncovering and highlighting the relationships between the livelihoods 
of vulnerable people, businesses and the institutional context in which business 
transactions take place. The concept of vulnerability is closely linked to the concept 
of risk, which is seen as increasingly important in development thinking in the World 
Development Reports (WorldBank 1999, 2001). 
 
Dees (Davis 2002) noted that the survival or growth of a social enterprise is not proof 
of its efficiency. This provides an interesting departure point when considering the 
outcomes and impact of social enterprises. 
‘Markets do not work as well for social entrepreneurs. In particular, 
markets do not do a good job of valuing social improvements, public goods 
and harms, and benefits for people who cannot afford to pay. These 
elements are often essential to social entrepreneurship. That is what makes 
it social entrepreneurship. As a result, it is much harder to determine 
whether a social entrepreneur is creating sufficient social value to justify 
the resources used in creating that value.’    -- Dees (in Davis 2003) 
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The challenges facing the social enterprise sector are similar to those of their non-
profit sister organisations where the social mission has driven programs yet there has 
been little thought to how to measure the achievement of their social goals. This has 
meant that some effort has been put into developing tools to assess the impact of 
social enterprises in what is commonly known as ‘social accounting’. Payne (2001 
p13) clearly states that social accounting is not a social impact assessment as the 
official title implies, ‘Social and Ethical Accounting, Auditing and Reporting’ (SEAAR).  
Built around stakeholders, ‘AA10008 seeks to link the defining and embedding of an 
organisation's values to the development of performance targets, thus tying social 
and ethical issues into the organisation's strategic management’ (Payne 2001 p14). 
 
If we assume that social enterprise impact is predicated on the organisation's 
mission, the social objectives it intends to achieve, and what impacts can be 
measured. Social enterprises, like all social programs, have direct as well as indirect 
impacts. Figure 2.h from Alter (2004) provides some examples of social enterprise 
impact measurements and corresponding indicators. This will be adapted to identify 
the outcomes (benefits) of e-business to social enterprises and in particular to assess 
the impact (attributable to e-business) of social enterprises in the target community. 
Figure 2.h Social Enterprise Impacts and Indicators 
Impacts Indicators 
Livable wages earned by low-income workers Amount of wages (proxy minimum wage / inflation /cost of living) 
Learned transferable hard skills – technical/functional X, Y, Z workplace skills acquiredl applicable in P, Q, R other jobs 
Gained soft skills – communications, punctuality, ability 
to work with team, stable mood/frame of mind, 
concentration 
Increased workplace function 
Wealth accumulation Value of assets accumulated, including savings deposits 
Increased contribution to tax base due to employment Total taxpayers; an new tax receipts collected 
Increase in sustainable economic opportunitities Number of jobs created or work hours created 
Income adequacy at increasing levels a) Unable to meet basic needs; b) beyond basic 
needs; c) beyond basic needs + savings 
Increased income per client Net income per client 
Increased prosperity in a community due to economic 
development 
Purchasing power (consumer spending, sales 
volune of local businesses, etc.) 
Increased economic security through home ownership 
or expansion Home purchase or building/addition 
Improved food security and quality of diet Number of meals per day, protein eaten per week, quality/nutritional value of food eaten 
 
                                                 
8
 One of the leading voices in the world of social accounting is ISEA - the Institute of Social and Ethical Accountability 
launched the Accountability 1000 (AA1000) standard in 1999. See http://www.accountability.org.uk  
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DiMaggio (2001) raises some interesting challenges that the non-profit sector faces 
when measuring impact. Particularly the ‘lack of a causal model’ and the difficulty of 
comparisons in ‘heterogeneous organisational measurements’ that cannot 
incorporate all the variables to make meaningful assessment, are part of DiMaggio’s 
claim that it may in fact be impossible to measure. Despite the limitations that such 
impact assessments face, DiMaggio acknowledges that such measurement is 
required. Whilst perhaps not ‘scientific’ but more a ‘cultural ritual’, that it is because of 
‘the symbolic power of rational technique in contemporary culture that efforts to 
calculate the impact of non-profit sub-sectors may be fruitful’ DiMaggio (2001 p264). 
This lens provides a way in which to consider the impact and outcome of ICTs in the 
social enterprise sector in Cambodia. In an effort to understand impact, the pursuit of 
tools has to continue. 
Role of ICT in monitoring 
There is a concern articulated in the NGO and social enterprise community that the 
donor reporting requirements can often burden small organisations (Paton 2003). 
Installing an expensive IT system to monitor a small grant is obviously not a 
sustainable model. However, the monitoring and reporting stipulations of donor 
support are an external influence that might have a significant impact on the uptake 
and perception of ICT in development. The role that ICT can play in supporting 
development as represented by the GBI approach (Figure2c) focuses on ‘improving 
MIS and clear reporting on operating and financial performance’ (IFC 2005)as one of 
the cornerstones of the GBI assistance offered to social enterprises. However, unless 
the donor is also prepared to pay for the equipment, training and support to take up 
these ICTs then the onus is on the grant recipient. How the donor requirement for 
transparent reporting and accountability can be enhanced by ICT is also to be 
explored in this current study, thus illustrating how external institutions influence 
social enterprises’ framing of ICT.  
2.6. SUMMARY  
This chapter has reviewed the current literature in a number of interrelated 
disciplines. As the field of ICT and development continues to develop, new 
approaches are required to improve the conceptual framework in which the field is 
studied. This study wishes to add to the body of knowledge and to provide what 
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others have coined a ‘holistic perspective’  (Arun, Heeks and Morgan 2006) on the 
emerging field of ICT and social enterprises or as this study coins – ICTD-SE.  
 
Following the rise of social enterprises and the genesis of social-entrepreneurship, 
the literature review addressed the international development agenda, in regard to 
ICT and development and the promise of e-business. The final area considered the 
use of ICT in social enterprises and the potential outcome and impact through 
identifying methods of assessment and models of application. The next chapter will 
address the major research constructs and provide definitions and examples of the 
terms central to the study. Through operationalising the variables embedded in the 
research questions, the foundations of the theoretical framework for the research will 
be laid. 
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3. Conceptual Framework 
 
 
 
 
3.1. Introduction 
In order to address the principal research question, how are social enterprises using 
ICTs for their comparative advantage and embracing the benefits of e-business, 
three sub questions need to be explored: What shapes social enterprises’ uptake of 
ICTs? How do social enterprises utilise ICTs? Does ICT deliver benefit to social 
enterprises? This chapter operationalises the major research constructs embedded 
within these questions, beginning with an overview of key definitions and moving on 
to break down the terms within each question. 
3.2. MAJOR RESEARCH CONSTRUCTS  
Reviewing the core constructs of the primary research question provides a 
foundation for the current study. The research questions evolved through the review 
of literature and practice in the field to address the overarching goal of how to 
examine social enterprises as a segment where ICT may have a more of an impact 
than other more general e-business applications in a developing country context. 
Through identifying this emergent sector of social development and donor 
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intervention, it was hoped that the research could discover a new area of ICT and 
development in Cambodia which could be applied to other country contexts. 
3.2.1. Research Question Mapping 
As outlined in Chapter 1 there are three main research questions posed by this 
study. In order to fully understand the variables of these questions there were a 
number of sub-questions posed to further clarify the research problem inherent in this 
study. The process of mapping the terms in relation to the research questions 
operationalises these and poses some ways in which to further dissect and examine 
the constructs. The resultant diagrams helped refine the research questions and are 
presented below as an example of how the research framework was developed. As 
this study followed a naturalistic inquiry lens it allowed emerging interpretations to 
guide modifications of the research design (Cartledge 2002). 
Question 1: What shapes social enterprises’ framing of ICTs? 
This question involves identifying the institutions, their position (or role) and the forms 
of influence.  Specific questions include: Who are the institutions that influence social 
enterprises? Do they belong to an intermediary body that promotes social 
enterprises’ goods/services? What is the nature of interaction, i.e, form of institutional 
intervention, between institutions and social enterprise? How do ICT drivers relate to 
this? What are the social and institutional forces that influence social enterprises’ 
framing of ICTs? How do the social enterprises’ relationships with external 
institutions shape their framing of e-business? Figure 3.1 and Table 3.ii provide a 
visual representation of the research map and the definition of the key constructs 
involved in this research question respectively. 
Figure 3.1 Q 1.  Research Map 
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Table 3.i Constructs for Question 1 
Question 1: What shapes social enterprises’ uptake of ICTs? 
Construct Definitions Examples 
External 
Institutions 
Formal institutions, organisations, 
and associations that operate 
externally to the enterprise 
Donors, Associations, Private Sector, NGOs, an 
intermediary body that promotes members 
goods/services 
Institutional 
Roles 
Three roles identified in the course of 
this research that typify institutional 
interaction 
Initiators; Intermediaries; Resellers 
Forms of 
Influence 
Types of influence by external actors 
on social enterprises identified n the 
course of this research 
Funds, Equipment, Training, Systems Development, 
Staff/ volunteers, Technical Advisors, Volunteers 
from formal programs, Volunteers from partner NGO, 
Board members, Paid International Staff 
Question 2: How do social enterprises utilise ICTs? 
This research seeks to establish social enterprises’ current use and penetration of 
ICT in Cambodia. Question two assumes that ICTs bring opportunity and allow social 
enterprises in developing countries to engage in global trade of goods and services. 
On the basis of the literature review on the use of ICT for development and e-
business (sections 2.3 and 2.4), the question explores social enterprises’ use of ICTs 
on two main dimensions- internally and externally. Internally, we will look at to what 
extent social enterprises are using ICT in the area of finance, administration and 
production processes. Externally, we will explore ICT use with suppliers and 
customers and in business processes that support these key relationships. 
 
Figure 3.2, illustrates the development of the research question and maps the 
variables that will be addressed in the data collection whereas table 3.iii offers a 
definition of the key constructs.  
Figure 3.2 Q 2.  Research Map 
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In order to fully understand the research question, a number of sub-questions guided 
the research process. 
• How do social enterprises’ currently utilise ICT and e-business technologies? 
• Do they use ICT to conduct their business processes internally and across the 
supply chain with different partners and stakeholders?  
• Do they use ICT to expand their market and engage in global trade of goods and 
services? 
• Are they part of an online marketplace? 
 
Table 3.ii Constructs for Question 2 
Question 2: How do social enterprises utilise ICTs? 
Construct Definitions Examples 
ICTs Information Communication 
Technology 
Fixed line telephone, Fax, Mobile phone, 
Email, PCs, LAN, Internet, Firewall, Website, 
DB, MIS 
ICT 
Applications 
ICT applications and software 
commonly used in organisations 
Microsoft Office Suite, Design Packages, 
Web Development Tools, Database 
Packages, Accounting Packages , Khmer OS 
Internal 
Business 
Functions that operate internally such 
as process, procedures, administration 
and management to achieve improved 
efficiency 
Internal Communication, Product Design, 
Production Scheduling Forecasting, 
Procurement/Purchasing, Inventory Stock 
Management, Payroll, Accounts, Budgeting, 
Employee Training, HR, Market Research 
External 
Business 
Functions 
Functions that operate outside the 
organisation with external entities to 
improve external relationships and 
increase income 
 
External Communication with 
Clients/Customers /Suppliers, Collaborative 
Product Design, Service Coordination Across 
Locations, Coordination of Delivery 
Arrangements, Sales, After Sales Services, 
Internet Linkage Of Purchase/ Sales/ 
Inventory, Real Time Transaction of Orders, 
Online Sales Channels, Customer Self-
Service Website, Instant 
Messaging/Chat/Virtual Meeting, Remote 
Working (Tele-Working) 
 
Question 3 Does ICT deliver benefit to social enterprises?  
This question evaluates how social enterprises are using ICTs to achieve their dual 
business and social mission and deliver benefit to their target communities. As such 
Question 3 is based on the assumption that successful use of ICT depends on the 
benefits perceived and delivered in the real world. As the literature reviewed in 
sections 2.5 explored how to assess the outcome and impact that ICT may deliver to 
social enterprises. The results will map the firm level evidence of the benefits that 
ICTs bring social enterprises in terms of their dual mission. 
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Figure 3.3 Q 3.  Research Map 
 
 
Finally, the e-business outcome and impact – which intends to explore the outcomes 
(benefits) of e-business to social enterprises and the impact (attributable to e-
business) of social enterprises in the target community. 
• What are the outcomes (benefits) of ICTs to social enterprises?  
o Does ICT deliver real world benefit to beneficiaries? 
• What is the impact (attributable to ICTs) of social enterprises in the target 
community? 
o Is ICT an enabler or does it further help them to achieve their goals?  
o Is the benefit as an enabler or is it a direct benefit? 
Table 3.iii Constructs for Question 3 
Question 3 Does ICT deliver benefit to social enterprises?  
Construct Definitions Examples 
Beneficiaries Target community who benefit 
from the activities intended to 
improve their life 
Disabled, Women, Street Children, Orphans, People 
Living With HIV/AIDS, Youth, Unemployed, Trafficking 
Survivors, Villagers, Farmers 
Forms of 
Support  
Ways in which social 
enterprises provide support, 
services, programs and 
initiative to target beneficiaries 
Employment, Programs/ Workshops, Training/ Skills 
Development, Apprenticeship/ Internship, As 
Consumer To Local Producers (Creating Market), As 
Marketer Of Local Producer’s Products (Intermediary), 
Supplier to Local Producers, Business Showcase/ 
Trade Fair/ Exhibition, Assistance In Business 
Development, Product Design/ Service Development 
Social 
accounting 
and social 
auditing7   
Social (or ethical) accounting 
and auditing are all methods of 
measuring and reporting an 
organisational social and 
ethical performance.  
An organisation conducts a social audit makes itself 
accountable to its stakeholders and commits itself to 
following the audit's recommendations. 
Social 
Mission 
Indicators 
A set of measures of 
determining if the social 
mission is being met 
Evaluate Performance against Social Indicators, Ability 
to Employ More People, Recommendations from 
Customers, Recommendations from Beneficiaries, 
Awards/ External Recognition from Peers, Specify, 
Awards/ Recognition from Development 
Agencies/Donors 
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3.3. CAMBODIAN CONTEXT 
Some further data on the particularities of Cambodia will help further operationalise 
the major constructs within a contextual framework. Consideration of the specifics of 
the Cambodian context can provide the variables which need to be considered if 
undertaking this study in another country in the future. Discussion with academic 
supervisors raised the issue that as this study was of one country, any variables may 
impact on the likely success or failure of this activity and hence the applicability of the 
findings to a broader development context. Some key indicators that provide further 
context to the current study are included below. 
Table 3.iv Cambodian Demographic Snapshot 
Key Indicators 
14 Million People (est. 2005) 
43% under 15, 55% under 19, 69% Under 30 
84% population is rurally based 
69.6% Adult literacy rate (2004)** 
GNP per capita US$ 320 (2004)** 
UNDP Human Development Index ranks 130 out of 173 countries* 
Official development assistance US$ 509,260,000 (2003)* 
 
Sources:* World Development Indicators database 2006  
**Cambodia Socio-Economic Survey, 2004 
SME Sector 
According to the Royal Government’s SME Development Framework for Cambodia 
(MIME 2005) the SME sector (which includes micro-enterprises in rural areas) 
dominates Cambodia’s economy in terms of the number of firms (99%) and 
employment (45%). More than five million Cambodians, or 36 percent of the population, 
live below the poverty line, with 90 percent of these found in the rural sector. 
Correspondingly over 80 percent of the population lives in rural areas with agriculture 
accounting for over 70 percent of all employment. Cambodia is a poor rural-based 
economy. Therefore, developing the SME sector is seen as a fundamental strategy 
to improve the lives of people in a sustainable and meaningful way. 
 
According to estimates from the Ministry of Mines, Industry and Energy (MIME) 
economic activity in all sectors is dominated by SMEs. Precise figures are not 
consistently available; however some figures are listed in the table below. The 
dominance by small-scale enterprises incorporates economic activity in all three 
sectors - agriculture, industry and services - and includes household and micro-
enterprises. 
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Table 3.v Small Industrial Establishments by ISIC, 2002 
 
Source: MIME (2005). Small and Medium Enterprise Development Framework.  
Royal Government of Cambodia, Sub-committee on Small and Medium Enterprises. 
 
A few statistics of related sub-sectors provide a context for the current study to 
contextualize social enterprises in parallel sectors. Food processors account for 80% 
(or 21,568 in number) of all small enterprises. Over 11,000 of them do not have 
operating permits. There are 1,417 small textile and garment enterprises of which 
over 90 percent do not have operating permits. These are mostly weaving 
enterprises and producers of textiles for the handicraft industry.  
 
Another of the identifying characteristics of the Cambodian economy is the 
predominance of the informal sector. According to the International Labour 
Organisation:  
‘Cambodia has defined activities in its informal sector as: those without a 
firm, identifiable postal address; those that have self-employed workers 
and utilise part-time or full-time workers; those that have a lot of labour-
intensive operations and quick turnover; those that use energy input from 
human or animal sources; those about which data is unavailable through 
census surveys; those that are not legally recognised; those that take place 
in non-structured premises; those that do not come under any regulations, 
license, or insurance, and do not pay any tax.’ -- (ILO 2006) 
According to a study by the Artisans Association of Cambodia (AAC 2004), 
supported by the ILO, constraints include complicated registration procedures; more 
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specifically, a wide range of inspections, lack of transparency in and high costs of 
registration, legal framework provisions and a general lack of incentives to register. 
 
The Government is aware of the challenges facing SMEs and acknowledge that 
‘entrepreneurs are rational actors that weigh up costs and benefits. When the 
advantages outweigh the disadvantages, entrepreneurs will enter the formal sector’ 
(MIME 2005 p42). The most recent policy agenda of the Royal Government of 
Cambodia (RGC) is outlined in the ‘Rectangular Strategy’ (RGC 2004) focuses on 
governance and economic growth through agricultural development physical 
infrastructure, private sector development and capacity building, What is of interest to 
the Cambodian context is that the RGC has acknowledged the role of ICT as a tool to 
assist these specific sectors and an active engagement with donors to fund such 
initiatives such as the IFC Government Private Sector Forum9 and the Cambodian-
German Private Sector Promotion Program (GTZ 2006), all of which are relevant for 
this study. 
3.4. SUMMARY  
This chapter operationalised the major research constructs beginning with an 
overview of key definitions and moving on to break down the terms within each 
question. Furthermore some key characteristics of the Cambodian context, industry 
statistics and government policy regarding SMEs all provided more background as to 
the current location for a study of social enterprises and ICT. The multitude of 
international development assistance programs and a rapidly growing social 
enterprise sector all coalesce to provide a rich context in which to examine the 
promise for ICT Development and Social Enterprises (ICTD-SE). 
                                                 
9
 See http://www.gpsf-cambodia.org  
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Chapte r  4  
4. Research Methodology 
 
 
 
 
 
4.1. Introduction 
This chapter provides an overview of the research design of the study, including data 
collection and analysis methods. It also outlines the naturalistic, cross-disciplinary 
lenses that form the foundation of this study. The study is comprised of a mixed-
method data collection strategy to triangulate data sources. These include a cross-
sectional survey, interviews, observations, document analysis and review of artefacts 
of the social enterprise sector in Cambodia.  
 
Although it is unclear whether Cambodia represents a unique case of ICT and 
development or is representative of other countries, the rich dynamics of this sector 
and the lack of understanding of ICT in this sector in developing countries warrant 
this exploratory study (Platt 1992 p24). Regardless, such a study of one social 
enterprise sector in one country assists in filling the knowledge gap of the dynamics 
of ICT and development as this study represents the first known exploration of ICTs 
and social enterprises in such a context. In short, this study represents an effort to 
explore the use and impact of ICTs in social enterprises as well as establish a 
foundation for comparative analysis across countries in the future 
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Although a larger number of cases will be needed to allow for verification and more 
detailed analysis (Platt 1992 p24), this study, following on from Montealegre’s (1999) 
work which called for more case study research in the implementation of Information 
Technology in less-developed countries, aims to add new knowledge to the 
academic literature on IT transfer to least developing countries. Likewise Walsham 
(1995) has used interpretive case study method as a method whilst Geertz’s (1973) 
‘thick description’ is another tool with which to assess the subtleties of interpretation 
while researching IS in a cultural context. Building on these successful 
methodologies, this study looks at the case of the dynamics of the social enterprise 
sector and ICT through a naturalistic inquiry lens. 
4.2. GENERAL APPROACH 
4.2.1. Choice of Paradigm 
This chapter presents the various levels of the philosophical framework at the 
foundation of this qualitative research. The choice of research paradigm was perhaps 
the most challenging aspect of this program however Orlikowski and Baroudi (1991) 
and Cresswell (1998) provided some direction. Given the complex nature of the 
diverse culture and the challenges of technology adoption meant identifying 
appropriate methods of inquiry (Choudrie and Dwivedi 2005). In particular the need 
to consider local dimensions in the international development context was paramount 
(Corrocher and Fontana 2006; Hagenaars 2003).  
 
The qualitative paradigm was deemed most appropriate for this study as the nature 
of the topic aimed to address a new area of research in the field of ICT and 
development that of the experience of social enterprises use ICTs and how this 
delivers benefit to their dual mission – both their business and social agendas. As 
such the choice of paradigm was the result of much discussion with academic 
advisors, review of previous studies in the field of information systems, the emergent 
field of community informatics as a discipline and the nature of the researcher as the 
locale of experience. The decision involved ontological, epistemological and 
methodological considerations. These considerations informed the data collection 
methodologies in line with the argument of Denzin and Lincoln (2000). 
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‘Strategies of enquiry put paradigms of interpretation into motion. At the same 
time, strategies of inquiry also connect the researcher to the specific methods 
of collecting and analysing empirical materials. For example, the case study 
relies on interviewing, observing and document analysis. Research strategies 
implement and anchor paradigms in specific empirical sites, or in specific 
methodological practices, such as making a case an object of study.’  
                                                                       -- (Denzin and Lincoln 2000 p 36) 
Ontological considerations 
The choice of relativist ontology was deemed appropriate given the researchers 
position that reality is defined as contextually dependent; meaning the relationship 
between the researcher and subject is the location where meaning is created.  
A relevatist ontology asserts that there exist multiple socially constructed 
realities ungoverned by any natural laws, causal or otherwise. ‘Truth’ is 
defined as the best informed (amount and quality of information) and most 
sophisticated (power with which the information is understood and used) 
construction on which there is consensus (although there may be several 
constructions extant that simultaneously meet that criterion). 
                                                                    -- (Lincoln and Guba 1985 p84) 
Two bodies of thought provided further ontological consideration for this study. The 
first research question seeks to identify the external influences that shape the social 
enterprises uptake of ICT and hence the ‘the social shaping of technology or SST 
espoused by MacKenzie and Wajcman (1985) is of relevance. SST is often 
synonymous with the social construction of technology (Mackay and Gillespie 1992) 
however Williams and Edge (1996) argue that ‘social constructivism has become 
confused over time with multiple meanings and so they prefer to use the term SST’ 
(1996  p856). In the end it was deemed appropriate to locate this study within the 
social constructivist body of knowledge as theories such as SST considers how 
social phenomena develop in particular social contexts. The social context of this 
study is the case of the social enterprise sector in the development context of 
Cambodia. 
Epistemology 
Epistemologically, the research follows an interpretivist approach. This approach, as 
outlined by Cartledge (2002) and Lincoln and Guba (1985) allows for a ‘naturalistic 
interpretation of the qualitative paradigm of constructivist inquiry’. The interpretivist 
paradigm was chosen in order to discover and describe from an ‘insider’ (Blaikie 
2000 p116) viewpoint within the international development context. It was felt that 
this paradigm was most appropriate given the researcher’s work within the 
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international development context where differences of culture and experience are 
constantly navigated and that technology adoption needs to consider local 
dimensions. This study combines cross-disciplinary perspectives namely information 
systems, social-entrepreneurship and e-commerce within an international 
development context, and as such interpretivist approach was felt  
 
One of the challenges of the interpretivist approach within information systems 
research is the debate of the mixed epistemology and ontology which particularly 
arise when actor network theory (ANT) is utilised in IS research. Cordella and Shaikh 
(2003) argue that ANT has been engaged as an interpretative lense yet this confuses 
the ontological foundation of social constructivism. The inherent debate in IS 
research (Salazar Alvarez 2003) made the selection of ontology, epistemology and 
the resultant methodology a complex task for this researcher and some of the 
following references provided a framework from which to undertake the current study. 
 
Furthermore in line with Tatnall and Gilding’s (1999) argument that ‘approaches 
using mild social constructivism, often going under the name ‘social shaping’, retain 
conventional distinctions between the social, natural and technical, and attempt their 
explanations by examining ways that social factors shape technology’ (1999 p957). 
Social shaping does allow a role for non-social factors in technological change but is 
also willing to attribute properties and effects to the technology although it claims 
that, as technology is socially shaped, these properties and effects are largely built-in 
through factors relating to the social context (Brey 1997). Accordingly the theoretical 
underpinnings of this research were set. 
Methodological Approach 
Corresponding to the relativist ontology and interpretive epistemology, the research 
adopts a naturalistic inquiry methodology. Naturalistic inquiry as a methodology 
considers that research is open to new interpretations as the process unfolds. 
According to Lincoln and Guba design in naturalistic inquiry ‘means planning for 
certain broad contingencies without, however, indicating exactly what will be done in 
relation to each’ (1985 p226). Furthermore, a naturalistic researcher is ‘committed to 
the primacy of the natural context’ and the researcher can ‘distinguish among 
stakeholders, determine how they are related, and choose among respondents for 
qualities related to the research’ (Erlandson, Harris, Skipper and Allen 1993 p68). 
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This is further supported by the data collection methods that were employed for this 
research and which are outlined in the following section.  
 
Practically, the naturalistic inquiry lens allows emerging interpretations to guide 
modifications of the research design (Cartledge 2002), with methods selected 
according to how to best answer the research questions as they developed. Given 
the reality of fieldwork within the emerging sector of social enterprises, the theory-
generating nature of such exploratory work, the researcher’s location as an ‘insider’ 
(Blaikie 2000 p116) and the complexity of the variables involved, this approach was 
deemed most appropriate.  
 
Responding to Mingers (2001) concern that IS has a paucity of multimethod  
research this study took direction from this paper and the subsequent paper (Mingers 
2001) as well as the earlier work of Orlikowski and Baroudi (1991) to combine 
multiple methods and lenses in order to deliver a more multidimensional and in depth 
study. Apart from naturalistic inquiry another methodological approach was to 
engage an ‘appreciative lens’10 (AI).  This study built on the work of the Centre for 
Business as an Agent of World Benefit at Case Western Reserve University, which 
engages appreciative methodologies. Using BAWB, (BAWB 2006) protocols and an 
appreciative lens during data collection helped to identifying the current successful 
uses of ICTs by social enterprises in Cambodia, then envisaging an ICT enhanced 
future for the business, and developing tools to get to that imagined future based on 
the successful past.   
 
4.2.2. The Case of ICTD-SE in Cambodia 
Examining a case of one sector’s relationship to ICT and development allows an 
exploration of particularity and complexity of a single case to understand its activity 
within important circumstances (Stake 2000). In particular, this exploratory research 
(Platt 1992 p22) aims to understand the dynamics of the social enterprise sector in 
relation to framing, use and impact of ICT. Although the descriptive case study 
method is limited in regard to generalisability, it does allow the rich description and 
deeper understanding of the dynamics of the social enterprise sector and the 
                                                 
10
 AI was originally an organisational development tool created by Cooperider and Srivastva (1990) at Case Western 
Reserve University. ASHFORD, G. & PATKAR, S. (2001) Beyond Problems Analysis: Using Appreciative Inquiry to 
Design and Deliver Environmental, Gender Equity and Private Sector Development Projects, Case Western Reserve 
University. 
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enactment of ICT and development within such a context. Utilising the case study 
was deemed as an appropriate method for this research; particularly in exploratory IS 
research (Cash and Lawrence 1989; Kaplan, Truex, Wastell, Wood-Harper and 
DeGross 2004; Klein and Myers 1999).  
 
A case study may capture reality in greater detail, analysing a greater number of 
variables than is possible with other research methods (Galliers 1992). Yin (1993) 
recommended the use of case-study protocol as part of a carefully designed 
research project. The characteristic of case studies is that they ‘strive towards a 
holistic understanding of cultural systems of action’ (Feagin, Orum and Sjoberg 
1991). Cultural systems of action refer to sets of interrelated activities engaged in by 
the actors in a social situation. In this instance the case study is the social enterprise 
sector in Cambodia and the way the actors interact internally and externally with the 
assistance of ICT. Thus this study represents an initial exploration into the field of 
ICT and development in social enterprises or ICTD-SE.  
 
4.2.3. Triangulated Research Strategy 
As the social enterprise sector is a little known phenomenon there was a need to 
triangulate data across sources in order to assess issues of reliability and validity. 
Acknowledging that it is difficult to generalise from a single case (Kennedy 1979), this 
research focused on cross-site analysis that identifies major patterns (Herriott and 
Firestone 1983). Another useful approach to triangulation is ‘bricolage (which) is 
typically understood to involve the process of employing these methodological 
strategies as they are needed in the unfolding context of the research situation’ 
(Kincheloe 2001) or as Lincoln coins as ‘qualitative researcher-as-methodological-
bricoleur’ (Denzin and Lincoln 2000 p632). 
 
This study aims to explore one phenomena, ICT and development in the context of 
the social enterprise sector in Cambodia. Thus the case is the sector in which the 
dynamics of ICT and development are explored. In order to achieve this aim, the 
study looks at the key actors in the Cambodian social enterprise environment in an 
effort to answer the three research questions that identify the influence, use and 
impact of ICT. In order to fully explore the social enterprise sectors’ use of ICT in 
Cambodia a triangulated research strategy was devised. According to Snow and 
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Anderson (cited in (Feagin, Orum and Sjoberg 1991)) triangulation can occur with 
data, investigators, theories, and even methodologies whilst Dingwall (1997) refers to 
accounts, interviews and observations for trangulation. See Figure 4.a below for an 
overview of the methodologies utilised in this study. 
Figure 4.a Triangulation of Data 
 
 
 
 
 
 
 
Methodologies used to triangulate data 
As this study addresses a new area of academic inquiry there is little primary data 
regarding the topic, it requires a range of research methods and active dialogue with 
organisations involved in the sector. Triangulation for this study was created through 
interviews, surveys and document analysis. Each method is summarised below and 
the next section will discuss the participant identification process in detail. 
 
Participants were both industry protagonists and those that support them through 
associations and donor agencies. Supplementary data was collected from a review of 
documents and artefacts such as brochures, marketing material and websites. Donor 
and media reports were sought regarding the activities of these social enterprises in 
order to ensure as complete a picture of the social enterprise sector as possible.  
Interviews 
The use of in-depth interviewing is consistent with an interpretive approach and as 
Minichiello, Aroni, Timewell and Alexander suggests (1995) supports: 
‘If social reality exists as meaningful interaction between individuals then 
it can only be known through understanding others' points of view, 
interpretations and meanings. If meaningful human interaction depends on 
language, then the words people use and the interpretations they make are 
of central interest to the researcher -- (Minichiello, Aroni, Timewell and 
Alexander 1995 p100) 
 
 
Interviews 
Document 
Analysis 
 
Survey 
ICTD-SE in 
Cambodia 
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Thus, the researcher can listen to the interviewees' words and interpret them in a 
way which can uncover the meaning of activities and incidents that the participants 
experienced. Collecting information from the interviewees served as the conduit to 
understand the perceptions, usage and impact of ICTs in these organisations (Platt 
1992). 
 
In-depth interviews were a primary conduit for collecting research data. As there was 
little relevant research available on the topic, this method was selected to support the 
exploratory and descriptive nature of this study.  Interviews facilitated deeper 
exploration and clarification of the issues, as well as allowed participants’ views and 
behaviours to become known to the researcher. In keeping with this line of research, 
the interviews were conducted as:  
’…conversation[s] with a specific purpose – a conversation between the 
researcher and informant focusing on the informant’s perception of self, 
life and experience, and expressed in his or her own words. It is a means by 
which the researcher can gain access to, and subsequently understand, the 
private interpretations of social reality that individuals hold.’                                                             
-- (Minichiello, Aroni, Timewell and Alexander 1995 p87) 
Survey 
A survey was deemed an appropriate tool in order to gather more comprehensive 
data of the variety of social enterprises active in the sample group. The survey 
results are presented in tables and charts in the following chapters. The development 
of the survey was informed by Fowler’s (1995) recommendations. 
Document Analysis 
Data collection from nonhuman sources, as Lincoln and Guba (1985) describe 
documents and artifacts, is useful for the researcher as they provide a rich source of 
information that is contextually relevant and grounded in the contexts they represent 
(p.277). Yin (1993) lists the main categories of documents as sources of evidence for 
case studies as the following: 
‘Letters, memoranda, and other communiqués; Agendas, announcements 
and minutes of meetings, and other written reports of events; 
Administrative documents—proposals, progress reports, and other internal 
records; Formal studies or evaluations of the site under study; Newspaper 
clippings and other articles appearing in the mass media or in community 
newsletters.’ -- (Yin 1981 p85-86) 
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In this study, artefacts were of electronic resources such as websites and printed 
materials such as brochures, capability statements and reports. Over the research 
period a number of events and trade fairs provided a showcase of numerous social 
enterprises. This enabled document and artefact gathering to identify those 
organisations that could be considered social enterprises. Marketing materials 
provided clear statements of the social and business missions of organisations, in 
particular in the handicraft and food processing sector.  
 
The Cambodian Products Trade Fair in 2005 and 2006 provided an opportunity to 
gather material from various social enterprises and identify the sectors that they 
operate in within Cambodia. Appendix 11 illustrates some examples from the event 
held in Phnom Penh in February 2006. Websites also provided a rich source of data 
for the study and various sources are summarised in Appendix 12.  
 
An artefact included in this current study is the ICT4D-Social Enterprise Toolkit 
(Hutchinson 2005b)11 that aims to assist and provide guidance for those wanting to 
explore setting up an ICT-enterprise in developing countries. The concern of bias 
needs to be acknowledged, however the ICT4D-SE Toolkit was a collaborative 
lessons learned assessment of DDD and was externally reviewed by the client and 
UNDP. However, it is important to preface the potential for bias which was countered 
by additional data collection for DDD which included the survey and document 
analysis.  
Data Sources for Triangulation 
Table 4.i provides an overview of data sources and Appendix 1 a detailed list of data 
from various sources both primary and secondary allocated across the total sample 
of social enterprises. The figures in Table 4.i include multiple counts of sources, 
which was necessary when reviewing the 50 total sample, as some were assessed 
via single or multiple sources where available. As such the figures below should be 
read in conjunction with Appendix 1 as it provides a summary per social enterprise 
across the various data sources.  
 
                                                 
11
  The Toolkit is an online handbook of best practices and guidelines for the successful implementation of ICT-
based employment and income generation opportunities for disadvantaged groups. The Toolkit was launched at 
the World Summit on Information Society in Tunis, December 2005.  
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Of the 50 organisations identified in the study, 18 were interviewed and 25 were 
surveyed during the research process.  
Table 4.i Sample and Data Triangulation 
Sample Primary Data Sources Secondary Sources 
 Survey In-depth Interview Informal Observation 12 Document Analysis 13 
Social Enterprises 20 7 30 37 
Donors n/a 12 5 5 
Associations 5 3 2 5 
Totals 25 18 37 47 
 
4.2.4. Survey and Interview Participant Identification  
In order to identify potential survey respondents and interviewees a number of 
decisions were required such as developing the sample, confirming the sample and 
stratification. A working definition of social enterprises formed from previous research 
conducted for the MPDF in 2004 as part of the ‘Strengthening Grassroots Business 
Initiative’ provided a starting point. However, in trying to understand who makes up 
the social enterprise sector in Cambodia, it was realised that this was not enough to 
understand the dynamics of the entire sector. Hence it was deemed necessary to use 
a purposive sampling method (Glaser and Strauss 1967; Lincoln and Guba 1985) to 
gain a deeper understanding of the social context in which ICT are enacted in 
practice by social enterprises.  
 
In order to understand the external forces that are at play within the development 
context of Cambodia a number of industry protagonists were identified including 
donor institutions, associations, organisations, beneficiaries and customers. Meetings 
and discussions were held with these contacts throughout the period of the 
candidature to continue to refine the sample list for data collection. These key 
contacts all worked in supporting the development of social enterprises in Cambodia 
directly or indirectly through their involvement with donor programs and so provided 
various perspectives to the sector.  
                                                 
12
  There were a number of points of informal observation of the actors including donors, associations, social 
enterprises and beneficiaries. Various workshops, meetings and activities were attended and observed as well 
as site visits to retail, wholesale and manufacturing venues. 
13
  Documents consist of a sample of informational and promotional printed materials and electronic references 
such as pamphlets, reports, websites, etc. 
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Sample Confirmation 
The exact size of the social enterprises sector is uncertain as it has never fully been 
documented, but by using the MPDF-GBO (MPDF 2004) study as the starting point 
(Appendix 2), as many organisations as possible were contacted to confirm their 
status as a social enterprise (as defined by this current study). Research assistants 
contacted each SE included in the sample list and conducted a check of contact 
details such as email and address and who were the people responsible for ICT in 
the organisation. An example is included as Appendix 3 Sample Confirmation Form. 
The sample development was also supplemented from directories, such as yellow 
pages, online directories and trade promotion activities such as web sites and trade 
fairs.  
 
Eventually, a sample of 50 social enterprise actors (Appendix 4) were contacted and 
invited to participate in the study. The sample of donor organisations was similarly 
identified through the preliminary research into the field in Phase I, 2002-2003 (See 
Table 4.iv) with contact details gathered from business cards, web references and 
publications. The confirmation of the associations involved in the study also followed 
the above methods with one exception that of the survey sample, five self-identified 
as social enterprises as associations. This reflects the level of complexity of the 
sector and was addressed during the study. 
Sample Stratification –Sub-sector Identification 
A number of sub-sectors were identified. According to the research for MPDF (2004) 
Grassroots Business Organisations (GBOs) in the region comprised of 6 broad 
organisational types including: Social Mission NGOs, Business Mission NGOs, 
Government Programs/Initiatives, Associations, Cooperatives and Private Sector 
Firms. A further level of analysis and comparison of the social enterprise sector in 
Cambodia identified four sub-sectors most active in the field: Handicraft, Hospitality 
Services, IT Services and Processing/Production. These sub-sectors present distinct 
and different users of ICTs in a development context which provides a range of 
experience from which to identify patterns and develop a useful example for future 
social enterprises to effectively take up ICT. Donor and NGO support of the 
handicraft sector has resulted in e-business sales to international buyers assisting in 
the preservation of traditional handicraft social enterprises that train women in new 
skills in order to support themselves and their families. In particular the handicraft 
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sector was highlighted as the sub-sector that MPDF would support for their 
development assistance during 2005-2006 with the establishment of Craft Network. 
Informal interviews with the industry protagonists, such as donors from the IFC, 
consultants and members of the new association at the launch of the Craft Network 
showroom in 2006, provided further data for this research topic. 
 
The IT services sector is increasingly attractive as an employment opportunity for 
disadvantaged young people, as evidenced by a number of social enterprises setting 
up training programs and providing IT outsourcing to both national and international 
markets. It is through the examination of Cambodian-based social enterprises that 
this study demonstrates the opportunity to address social issues through business 
initiatives by using ICT either directly, as in the case of IT services with skilled labour 
or indirectly, by selling via an ICT-enabled intermediary. The creation of the ICT 
Association of Cambodia (ICT:CAM) also represents various players in the IT 
services sector. A number of founding members of the Board of Directors are social 
enterprises and are included as examples in this study. 
 
The final organisations selected for in-depth analysis were chosen based on their 
level of experience in the sector, which deemed them best suited to answer the 
research questions. They represent a range of actors within the social enterprise 
space in Cambodia and the various sub-sectors provide a rich set of data to examine 
the case of social enterprises and ICT. Table 4.ii provides an overview of the sample 
of organisations in regard to their type and sector. Donors are active in all sub-
sectors but associations and social enterprises are allocated across sub-sectors.  
Table 4.ii Sample of Organisations 
Type 1: Donors Sub-sectors Type 2:  Associations Type 3: Social Enterprises 
ITC 
IFC-MPDF 
GTZ 
Handicraft Artisans Association of 
Cambodia Craft Network  
Cambodian Silk Forum 
Hagar Design  
Handmade Textile Association 
Colours of Cambodia 
UNDP Hospitality  Shinta Mani 
UNESCAP  
IT Services ICT:CAM CIST 
Community Info Centres 
Digital Divide Data 
Yejj Info 
 Processing  Senteurs D’Angkor 
 Multi-sector WASMB  
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Type 1: Donor Institutions 
The purposive sampling technique was used to identify donor initiatives throughout 
the period of the study. In the case of donors they are further categorised down to the 
program level in Table 4.iii. Although the overall agenda is present in the institutional 
level, it was felt that it was important to investigate the real interactions of donor 
institutions within the social enterprise sector. This warranted examination of how 
donor programs were implemented in practice and the impact they had regarding ICT 
perception in particular but also in some form use and impact as well.  
Table 4.iii Sample of Donor Initiatives in ICT4D and Social Enterprises  
Year Donor Program 
2003 ITC ITC E-Trade Bridge 
2004 UNDP ICT4D Thematic Trust Fund 
2004 
2004-2006 
IFC 
IFC-MPDF 
MPDF Technical Assistance Program  
Building Sustainable Grassroots Business Initiative 
2005-2006 UNESCAP e-Business for SMEs in GMS 
2005-2006 GTZ Private Sector Promotion Program 
 
Type 2: Associations 
The sample of associations was based on a number of locations in which to identify 
organisations working in the various sub-sectors. A defining characteristic they all 
have in common is they play an intermediary role14 to support social enterprises in 
Cambodia. The study identified the most active associations amongst the sample of 
social enterprises included in this current study. The results across associations, 
indicated in Figure 4.b below, were identified by survey respondents as the top 5 
most popular related to their sector. As handicraft enterprises accounted for the 
majority of the total sample, the inclusion of the three most popular associations was 
deemed appropriate. It is interesting to note that the processing sector is not directly 
represented by a specific association, perhaps a result of the nature of the sector, 
which is more focused on small specialist manufacturing.  
 
                                                 
14
 Associations act as intermediaries and provide for related organisations to meet a common purpose, and are able 
to represent and mediate between the individual and the collective whether that is government or the market. 
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The sample includes an assessment of the 50 identified social enterprises divided 
into social enterprises surveyed and social enterprises general and a combined total 
of membership. In order to best map the dynamics of the sector it should also be 
noted that of the social enterprises surveyed, 5 were in fact also associations. Of 
these, AAC is the only one that represents others within the sample so the level of 
self referral is limited. Although not ideal, it is the reality of the sector and needs to be 
acknowledged for this current study. 
Figure 4.b Association Memberships Across Total Sample 
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Type 3: Social Enterprises 
Given the diffusion of social enterprises in Cambodia across a number of sub-sectors 
it was decided to focus on organisations that were representative of the population. 
The other factor in the selection process was the three approaches to ICTD as 
outlined in Figure 2.ii: ICT as an enabler; ICT-fully integrated and ICT as a sector. 
The sample of social enterprises aimed to illustrate all approaches in order to 
document the true impact of ICTs in this development context.  Examples of the 
experience of a number of other social enterprises listed in Table 4.iii are also 
included in the study. The final selection was opportunistic, as it was left up to the 
individual organisations to reply to the invitation to be involved in the study. These 
social enterprises are featured throughout and provide evidence in answer to the 
research questions posed by this study. Some key examples are detailed below. 
 
Digital Divide Data (DDD) was selected for the sample as a result of a consultancy 
by the researcher with UNDP in 2005, which reviewed the organisation and produced 
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a toolkit for other social enterprises to use ICT in order to provide employment 
opportunities to disadvantaged communities in developing countries. DDD has won 
awards from the World Bank Development Marketplace and has had much critical 
acclaim and support from donors and clients who value the blended value proposition 
of their dual mission. As such, it was deemed as an appropriate example to represent 
the ICT services sector. 
 
Hagar Design was selected to represent the handicraft sector as this is the most 
active of the social enterprises in Cambodia. Hagar Design is a leading exporter of 
Cambodian silk products and is also one of the business units under the NGO Hagar. 
Hagar Managing Director Pierre Tami was awarded the Schwab Foundation’s Social 
Entrepreneur of the Year in 2005. Hagar has been supported by the IFC's Grassroots 
Business Initiative for both their Hagar Soya Company and Hagar Design products 
which are available in the Pangolin store at the IFC headquarters in Washington. As 
a founding member of the Cambodian Silk Forum and Craft Network, Hagar Design 
has strategically developed the overall handicraft sector as well as supporting 
disadvantaged women and children who are the main beneficiaries of its social 
programs. 
 
Another example presented is the Community Information Centre (CIC) program. 
The CICs have been making the transition since late 2005 from a 100% funded NGO 
project to earning income from activities. This shift in program focus and need to 
become self-sustaining was a significant challenge for the CICs and provides an 
interesting context in which to explore ICT’s role in the emerging social sector. The 
role the CICs play in their local community provides a unique example of how social 
enterprises can use ICT to deliver their activities and also support their operations 
through offering training courses and internet access in provincial capitals. In order to 
assist in the transition The Asia Foundation conducted a workshop to support the 
CIC Managers in making the required shift. The ‘Business Development for Social 
Enterprises: CIC Managers Workshop’ was used as an example as it provides a 
unique perspective regarding not only the use of ICT, but the development of the 
concept of being a social enterprise as opposed to an NGO. The most significant 
outcome of the program was the change in perception that the CICs were no longer 
just social entities, but could engage in business activities to support their central 
social mission (Kolko 2005). However the balance between social mission and 
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sustainability needs to be considered a risk when it comes to the longevity of social 
enterprises.  
 
This section has outlined the sample development for the study and the included 
identification process and final selection of participants in the survey and interview. 
The following section will discuss the data collection process. 
4.3. RESEARCH METHODS – Data Collection 
4.3.1. Research Fieldwork 
As this research was conducted over the candidature period from 2002-2006 there 
were a number of fieldwork visits. Following naturalistic inquiry principles, there were 
many iterations of data collection and the topic evolved as a result. The definition of 
social enterprises itself grew during this period and the actors working in the sector 
also developed concurrently. As such, the reflective process was an important part of 
the researcher’s data collection process. As this was a phased approach over a 
number of years, multiple consultancies also provided opportunity to further explore 
various aspects of the emergent social enterprise sector in Cambodia.  
 
The following table provides an overview of the various research phases, methods 
and data collection. 
Table 4.iv Research Overview 
Phase Phase I, 2002-2003 Phase II, 2004-2005 Phase III, 2006   Phase IV, 2006  
Focus 
 
Donor ICT for 
development 
Initiatives 
Appreciative Inquiry 
Approach to review 
social enterprises 
Extent of e-business 
use and impact  
among social 
enterprises 
Extent of ICT use and 
impact among social 
enterprises 
Research 
Method  
 
Exploratory research 
to document major 
donors active in ICT 
and development in 
Cambodia 
Appreciative Inquiry 
Pilot Assessment of  
Digital Divide Data 
Cross-sectional 
survey of social 
enterprises’ use 
and perceptions 
of ICT in Cambodia 
Study of social 
enterprises in 
Cambodia 
Associations and 
NGOs with BAWB  
Data 
collection 
method  
Interview of major 
donors, industry 
protagonists and 
document analysis 
Informal Observation 
Interviews and group 
discussion  
Informal Observation 
Questionnaire 
Informal Observation 
Interview, document 
analysis, artefact 
review 
Informal Observation 
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Preliminary research was conducted as part of the ‘Issues in e-Business’ course in 
Semester One 2002 and followed up with the first fieldtrip to Cambodia from July-
October 2002. Research focused on donor initiatives which adopted ICTs as part of 
an enablement strategy for development in Cambodia. At this stage, the research 
focused on ICT and Development in Cambodia and the Royal Government of 
Cambodia’s (RGC) development of a National ICT Policy. A review of the e-ASEAN 
Framework addressed the issue of ICT on a regional level and provided a context for 
this current study. The focus at this stage of research was on how a national 
government, in this case the RGC, was responding to the regional policy initiative to 
utilise ICTs in regional integration.  
 
The second fieldtrip (March – July 2003) focused on the cultural context of policy 
development. This phase of research identified the Digital Opportunity Initiative 
Framework as the key structure for ICT development in Cambodia from 2003. This 
research focus changed in 2004 when, after a year-long hiatus in forming a 
government after the 2003 elections, it was agreed with the School of Business IT 
that the topic would change to explore the more applied level of ICT usage in the 
SME sector in Cambodia. This was in line with recent research by The Asia 
Foundation (CastleAsia 2002) and other donors such as the International Trade 
Centre (2000) and UNESCAP into SME uptake of ICTs in developing countries 
(Hutchinson 2005a). However, the breadth and scale of SMEs as a locale for further 
study had been done in great detail and an alternate sector was sought in which to 
explore the dynamics of ICT in a developing country. 
 
A consultancy undertaken by this researcher with the IFC - Mekong Private Sector 
Development Facility (MPDF) in 2004 sought to identify the universe of Grassroots 
Business Organisations (GBOs), the IFC term for social enterprises, in Cambodia, 
Lao PDR and Vietnam. GBOs or social enterprises were an up-and-coming area of 
development intervention and an increasing phenomenon in Cambodia as the focus 
shifted to sustainable socio-economic development. The literature survey highlighted 
that there is no identified academic research or documentation regarding the use of 
technology and in particular, ICTs, by this group in Cambodia. This was deemed a 
suitable area in which to conduct this Masters research.  
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Before embarking on the final study, a pilot was conducted using the appreciative 
inquiry approach to examine a social enterprise. The ongoing monitoring of UNDP’s 
activities regarding ICT for development led to a consultancy for the researcher with 
UNDP Cambodia to review the social enterprise Digital Divide Data in 2004-2005. 
This provided an opportunity to examine a successful organisation in depth and 
conduct an Appreciative Inquiry Pilot Assessment of Digital Divide Data as a ‘lessons 
learned’ assessment of a Cambodian social enterprise. The pilot utilised the 
appreciate inquiry (AI) approach as the form for focus group discussions with staff 
and management of the organisation.  
 
This pilot use of AI provided an opportunity to further define social enterprises and 
identify variables for the next phase of research. The results of the pilot were used as 
a foundation for the final research questions, which led to the development of the 
survey instrument and interview protocol in order to test a larger sample of the social 
enterprise sector in Cambodia. The resultant ‘ICT4D-Social Enterprise Toolkit’ 
(Hutchinson 2005b) provided an opportunity to review the social enterprise sector, a 
major donor’s technical assistance and the real impact of ICT on beneficiaries’ 
livelihoods which is incorporated into this current research. This is presented as part 
of this current research as an illustrative example that highlights the issues 
addressed by these research questions. 
4.3.2. Survey 
Development of Indicators and Instrument Design 
The development of the survey instrument was guided by a review of previous 
research tools by others in the field of ICT, e-commerce, SMEs and development. 
Reviewing the indicators of the PERM model of Molla and Licker (2001) provided 
some guidance for measuring perception. Usage indicators were developed by 
reviewing the survey used in the Asia Foundation study on SMEs and eCommerce 
(CastleAsia 2002) and a questionnaire developed by Duncombe and Heeks (2001) 
for their review of SMEs use of ICTs in Africa for DFID.   In these studies, social 
enterprise impact is predicated on the organisation's mission, the social objectives it 
intends to achieve, and what impacts can be measured. Social enterprises, like all 
social programs, have direct as well as indirect impacts. Alter (2004) provides some 
examples of social enterprise impact measurements and corresponding indicators. 
These were adapted to identify the outcomes (benefits) of e-business to social 
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enterprises and in particular to assess the impact (attributable to e-business) of 
social enterprises in the target community.  
 
The survey15 was structured into four sections in order to capture as much 
information as possible on the various elements of the social enterprises surveyed.  
Survey Questions 
 
A) Social Enterprise Status 
B) ICT Penetration and Use 
C) ICT Benefits to Achieving Business Mission 
D) Benefits Transferable to Communities (ICT impact on SE mission) 
Instrument test  
The first draft of the survey was developed after the pilot study with DDD and the 
review of literature, where the process was to gather documents regarding ICT and 
development, social enterprises and e-business donor initiatives in Cambodia. The 
test survey was conducted by research assistants from a local NGO, New Humanity.  
A final revision regarding language was made and the final survey instrument was 
made ready for wider implementation across the sample.  
Survey Process 
A screening questionnaire was developed to ensure that respondents met the 
selection criteria. This was conducted prior to the start of the survey using the plain 
language statement instrument to make sure respondents that did not meet the 
criteria were thanked for their time and the interview was terminated. Appendix 4 
provides an overview of the sample confirmation process. Of the final sample of 50 
organisations, all were invited to undertake the survey with the survey respondents 
(Appendix 5) totalling 25 organisations, 20 social enterprises and five associations, 
who also consider themselves as social enterprises, working in the sector. 
 
If an email address was available an invitation to participate in the study (together 
with the plain language statement) was sent to organisations in the sample, an 
example of which is included in Appendix 7. Or if the organisation only had a street 
address the research assistant visited the venue to deliver the survey. There were 
                                                 
15
 The final version of the survey is included as Appendix 6. 
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three options offered to participants to complete the survey and they were invited to 
select the most suitable method for them to contribute: 
 
1. Email completed survey to kelly.hutchinson@rmit.edu.au  
2. Phone survey – “a research assistant will call you at an agreed time” 
3. Interview – “an appointment will be made with a research assistant to meet 
at an agreed time and venue” 
 
A follow up phone call was made to check that the invitation was received.  If it was, 
then the research assistant asked which option the participant preferred. This 
information was recorded into the sample list and monitored throughout the survey 
period. 
Data Collation 
The majority of participants opted to reply by email, which made data collation 
process easier.  Surveys and the data were collated in Microsoft Excel. An example 
of Data Collation/Analysis is included in Appendix 8. 
Research Assistants 
Two Cambodian research assistants administered the survey and spoke in Khmer to 
explain the questions to the respondents. However, they recorded the answers in 
English on the survey form. The staff were paid for their services as research 
assistants and were fully briefed regarding the project. It was stated clearly that the 
survey was part of the academic research on behalf of Kelly Hutchinson for the 
Master of Business at RMIT University, Melbourne, Australia. All respondents were 
provided with a plain language statement (Appendix 9) as approved by the Business 
Portfolio’s Human Research Ethics Sub-Committee in accordance with RMIT ethic's 
policy and procedures. 
4.3.3. Interviews  
Data Collection: In-depth Interviews 
Interviews were conducted throughout the research process in order to test 
assumptions and findings and develop clearer arguments. The first phase of 
interviews was of people identified through prior research and work in Cambodia. 
Identified as leaders in this sector, it was believed that their insights and perspectives 
of the development of the social enterprise sector would be valuable.  
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Table 4.i and 4.ii provided the list of the sample of organisations interviewed and 
Table 4.v below indicates the number of interviewees. The sample is general so as 
not to identify the informants and they remain anonymous in line with the ethics 
clearance of this current study, 
Table 4.v Sample of Key Informants Involved in Donor Programs  
Donors # Interviews 
IFC-MPDF 4 
ITC 2 
GTZ 2 
UNDP 2 
UNESCAP  2 
Conduct of the Interviews 
The interviews were conducted at the offices of the participants or at workshop 
venues when possible. Informal industry protagonist interviews were conducted in 
numerous locations including events such as the launch of Craft Network (January 
2006); Cambodian Products Trade Fair (February 2006) and various shops, studios 
and restaurants of social enterprises throughout the research period. 
Interview Protocol 
The interview protocol for discussions with social enterprises was based on an 
identified best case practice of appreciative inquiry with Green Mountain Coffee 
Roasters (2004) and was adapted for the purpose of assessing the selected social 
enterprises experiences using ICTs as a social enterprise. The follow up interviews 
for the final case study data collection utilised the business as an agent of world 
benefit (BAWB) interview protocol in order to identify how ICT engages and brings 
benefit to their activities.  In a number of cases, such as Senteurs D’Angkor, Colours 
of Cambodia, Hagar Design and CIST, the interview was a follow on from the survey 
process where the respondents were asked more detailed questions. 
4.3.4. Additional Data Collection 
Informal Participant Observation 
There were a number of points of informal observation of the actors including donors, 
associations, social enterprises and beneficiaries. Various workshops, meetings and 
activities were attended and observed as part of the research process. In accordance 
with ethical research practice the research was conducted as a ‘participant-as-
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observer, (italics original) who forms relationships and participates in activities but 
makes no secret of an intention to observe events’ (Waddington 1994 p108). 
 
Access to information came through the position of the researcher as an ICT 
consultant within country. This gave insight into this emerging sector that has yet to 
be documented. As such access to documents otherwise unavailable and contact 
with industry protagonists that were not readily accessible were possible throughout 
the study. As a researcher embedded in the context, access was afforded which 
enabled initial observations which assisted in early hypothesising of the topic which 
was in keeping with the generative process embedded in naturalistic inquiry. 
Examples of events observed include, but are not limited to, the following: 
 
 WASMB Trade Information Services in Cambodia Workshop, March 2006 
 Craft Network Launch Informal discussion regarding stated research with Mr 
Harold Rosen, IFC, July 2005 
 ITC- UNDP-Ministry of Commerce, Kick-Off Meeting e-Trade Bridge Program 
Phnom Penh, 17-18 December, 2003 
 
As this research was conducted over the candidature period from 2002-2006 there 
were a number of events attended as part of the fieldwork. A summary list of data 
collection activities, including workshops, meetings and interviews is included in 
Appendix 13. 
4.4. DATA ANALYSIS 
As there were mixed methods used to collect the data, there was a corresponding 
need to diversify the analysis as well.  According to Marshall and Rossman (1999 
p152) there are typically six phases of analytic procedures: 
 
According to Marshall and Rossman ‘raw data have no inherent meaning; the 
interpretive act brings meaning to those data and displays that meaning to the reader 
through the written report’ (1999 p153). As the study followed a naturalistic inquiry 
methodology, the data analysis iteratively, alongside data collection, allowing the 
1. Organising the data; 2. Testing the emergent understandings; 
3. Generating categories, themes, patterns; 4. Searching for alternate explanations;  
5. Coding the data; 6. Writing the report. 
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themes to emerge from the data and inform the next iteration of the research 
questions and round of data collection.  
 
The basic analysis process involved identifying themes, patterns and the resultant 
categories which were periodically tested for their relevance and usefulness in 
answering the research questions (Marshall and Rossman 1999). Through reviewing 
the data and testing its usefulness against the emerging themes of the research, the 
process becomes more logical and the evidence more robust which results in the 
final writing up of the thesis. The findings chapters are driven from the quantitative 
survey data which was then supplemented by examples from the qualitative data 
from interviews, document analysis and artefact assessments. 
Unit of Analysis 
The unit of analysis chosen was the organisational level which enabled a variety of 
representatives from social enterprises, donor institutions and associations to 
participate in the study. This meant that various levels of management and staff 
could contribute to provide a comprehensive view of the organisation and that more 
than one participant could provide their perspective through either the survey or 
interview. This then meant that the analysis could draw a more complete picture of 
the social enterprise sector and the perception, application and impact of ICT.  
4.4.1. Data Analysis Process 
Data analysis was a multi-phased process which was concurrent with data collection. 
As the research utilised a triangulated strategy with multiple methods of data 
collection, the analysis process was iterative and progressed throughout the research 
(Wolcott 1994). Data collected through each source was analysed both individually 
and across method as described below.  
Survey Data 
The total sample of 50 social enterprises was purposive, but the final 25 respondents 
of the cross-sectional survey were opportunistic, as it was left up to the organisations 
if they wished to respond to the survey and be featured in the study. As the sample 
was small, definitive assessments were not able to be made, but it did provide an 
indication of the situation in regard to the specific questions posed by the research 
study.  
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The data analysis strategy was to map each survey question against the three major 
research questions and separate them into three groups of data for analysis in 
Microsoft Excel workbooks. The allocation of questions is summarised in Table vi. 
Table 4.vi Survey Questions Mapped to Research Questions 
Question Related Survey Questions 
Question 1 A 3, 4c), 6a); B 20; C 28, 30; E 36, a) b), 37, 38,  39, a) b) c), 40, 
Question 2  B 11, 12, 14, 15, 16, a) b), 17, a) b), 18, 19, 20, 21, 22, 23, 24 a) b), c), d); C 32 
Question 3
  
A 1, a) b) 2, 4 a),5,  6,  7 a) , b) 8, 9, 10; B 13; C 25, 26, 27, 28, 29, 30; D 33, 34, 
a) b) c) d) e)  f) g), 35 a) b) c) 
 
The percentages presented were calculated on the total sample of 25 surveyed. The 
data for each question was tabulated in Microsoft Excel to allow for ease of 
manipulation and cross referencing. Appendix 14 shows an example of Survey Data 
Tabulation for Question 2 sub question 13 and 14 in raw data format and Appendix 
15 shows the process for calculation and resultant charts which were used to 
illustrate the data visually. Various filters were also used in order to tabulate alternate 
groupings either by sub-sector or by ICT type. This allowed for cross comparisons of 
results by sub-sector which were then further synthesised into charts which in turn 
were used as illustrations in the findings chapters.  
Interview Data 
Interview data was continuously reviewed during the research process and an 
evolving code frame was constructed whilst in the field collecting data. As the 
interviews of social enterprises were conducted following on from a face to face 
collection of the survey, notes were made on the actual survey form. This enabled an 
easy transfer of data from the interview and correlation with the specific issues in the 
survey results which would then be followed up during the writing up phase. 
Document Analysis 
Document analysis followed methodologies of Forster (1994) review various 
materials in both printed and electronic format. Forster (1994) promotes developing a 
perception of thoughtful engagement as an important aspect in establishing the 
credibility of document analysis. This guides the identification of documents prior to 
data collection and ensures that relevant materials are considered. The document 
analysis of social enterprises’ websites sought to identify examples of social mission 
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statements, examples of social programs and stories of beneficiaries.  This method 
aimed to locate empirical data to address question three in so far as the impact and 
outcome of ICT in social enterprises. Also the functionality of various websites and 
online forums provided further evidence as to the use of ICT by social enterprises 
and associations active in the sector. 
Informal Participant Observation 
All participant observation activities were summarised into notes of themes that 
emerged from the experience.  A summary of the activities where this research was 
undertaken can be seen in Appendix 13. 
 
4.5. RESEARCH CONTEXT 
This section addresses a number of issues that needed to be considered throughout 
the research process. 
 
The researcher’s role in the discovery process is significant within the framework of 
all research epistemologies (Wolcott 1994). The concept of ‘researcher-as-
instrument’ indicates that the researcher comes into the research process to gather, 
analyse, and construct findings from data, not only with his senses plus his intuition 
but also with certain theoretical frameworks about world phenomena. The 
researcher-as-instrument, like all other instruments, is grounded in a value system 
and carries biases. The researcher-as-instrument differs from other instruments, 
however, in his ability to evaluate the meaning of his interactions with the participants 
who carry the local values of the study setting. The researcher-as-instrument is also 
able to reflect the influence of his biases in the construction of the analysis of events 
in the study setting (Erlandson, Harris, Skipper and Allen 1993). This section now 
moves into addressing issues of ethics and related issues for the practical conduct of 
the research. 
Ethics 
In line with RMIT ethics, all participants were informed of the purposes of the survey 
or interview. They were provided with a plain language statement in English included 
in Appendix 9. Data collected in electronic form was stored securely via password 
protected email account at RMIT University. The printed material and a back up of 
the electronic data was stored in securely locked facility at the office of the candidate. 
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Location of the Research 
The research was conducted in both Melbourne and Cambodia, in the candidate’s 
research office at RMIT University, Melbourne and Paññāsāstra University 
Cambodia, Phnom Penh. The interviews were conducted at the offices of the 
participants. Informal industry protagonist interviews were conducted in numerous 
locations including events such as the launch of Craft Network (Jan 2006); 
Cambodian Products Trade Fair (February 2006) and various shops, workshops and 
restaurants of social enterprises throughout the research period from 2002-2006. 
The Researcher and the Researched: Addressing Cultural Issues 
The relationships with the participants interviewed in this study were closer than that 
of a professional ‘external’ interviewer-interviewee relationship. The researcher has 
worked in Cambodia for a number of years and the interviewees were contacts made 
over the time working on a number of projects.  The concern of bias was understood 
from the outset but knowing that this material could potentially be used in this study 
meant that this was clearly stated at the start of any activities that could be related to 
the study. The positive experience of having access in order to get richer data 
outweighed the limitations that the research may have otherwise faced. It is 
acknowledged that this was a limitation and awareness of the potential for research 
bias was kept in the forefront throughout the research process. 
 
As resources were limited, the research was predominantly conducted in English. 
Analysis of the documents and artefacts was of the English versions only. The focus 
groups were assisted by an interpreter to gain a better understanding of respondent’s 
answers. The interpreter was paid for their services. The research assistants who 
administered the survey spoke in Khmer to explain the questions to the respondents; 
however, they recorded the answers in English on the survey form. 
 
As a researcher conducting a study in a foreign country, Rubin and Rubin’s (1995 
p22) suggestion that researchers should be aware that cultural assumptions could 
also affect what to ask as well as create cultural misunderstanding was kept in mind. 
Kemmis and McTaggart (2000) suggested that to interpret and analyse data, holding 
both ‘inside-outside’ views was considered important so that the researcher would 
have both an intimate and natural way of understanding participants. When this study 
was conducted, the researcher followed those recommendations and consistently 
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focused on maintaining a stance of not criticising the participants’ accounts and 
separating “self” and “situations” (Layder 1993). Although living and working in 
Cambodia for more than 6 years from 1999-2006 expectations about the research 
had to be continuously managed. As a female, western researcher some resistance 
or preconceived perceptions may have been encountered that are outside of the 
researcher’s control. Maintaining the integrity of the accounts of the participants was 
a primary intention of this study. 
Establishing Trustworthiness, Credibility, and Legitimacy  
Establishing trustworthiness, credibility and legitimacy were key aims of data 
collection and analysis (Patton 1990). The main aim of the research was to illuminate 
and describe what the participants did and retain their meanings so that they could 
recognise these.  As the research dealt with participants’ meanings, the researcher 
wished to acknowledge the personal experience of the participants and present the 
participants’ views as much as possible. The researcher kept channels of 
communication open to the participants throughout the research process and email 
exchanges were made where possible to clarify participants’ comments and 
reflections, which were in turn used in addressing the main research questions.  
Another approach used to verify the study was to consider the research process in 
comparison with other studies in the field. Using the nine lessons from the Methods, 
Tools and Lessons from Fieldwork (Heeks, Arun and Morgan 2005) the ‘Multi-Method 
Research Issues’ provided a validity check for the current research and were 
reviewed at the completion of the study in December 2006. In particular the lessons 
regarding ‘case studies; method triangulation; stakeholder triangulation and field 
researchers as sources’ (2005, p.11) as it related to the current study. 
Procedures for Data Collection – Document and Artefact Gathering, 
Recording Interview Data 
A number of techniques were used during data collection as outlined below: 
 Notes were taken during the interviews using a PDA with Microsoft Pocket 
Word. Quotes were clarified at the time of the interview in order to ensure 
accurate recording of details.  
 Surveys were either received in electronic format or in hard copy with 
respondents answers recorded 
 Email exchange were also a form of data collection (See Appendix 10) 
 A research strategy was developed to identify relevant secondary sources 
related to the sample of social enterprises. Using Google and Dogpile the 
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meta-search engine to conduct more refined searches as the research 
deepened into sub categories and the review of initiatives provided more 
avenues to follow up resultant evidence regarding the social enterprise 
experience 
 Document and artefact gathering was a technique in which to identify those 
and confirm organisations that could be considered social enterprises. 
 Marketing materials were the most common items gathered during the study 
 In 2005 and 2006 the Cambodian Products Trade Fair provided an 
opportunity to gather material from social enterprises in both the handicraft 
and food processing sub-sectors. These were also opportunities to make 
contact with key informants and refine the sample of social enterprises. 
 
4.6. SUMMARY  
This chapter provided an overview of research design and methods. The 
development of a comprehensive research design enabled the study to successfully 
assess how social enterprises are embracing ICT. The literature drives the analysis 
on how to gauge e-business utilisation both within the social enterprise and externally 
with their partners, and provides a foundation for the study. Now that the Theoretical 
and Research Framework is established the thesis now turns to Part C and the 
findings of the three research questions. 
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Part C: Findings 
 
Chapte r  5  
5. Research Question One:  
Social enterprises framing of ICTs – 
external factors of influence 
 
 
 
 
5.1. Introduction 
This chapter begins Part C and presents the research findings. Chapter 5 addresses 
question one which seeks to identify the institutional forces that influence social 
enterprises view of e-business and use, in so far as assimilation of ICTs. In 
particular, the question asked ‘how do social enterprises’ relationships with external 
institution shape their uptake of ICT?’ The existing regimes of truth about ICTs and 
development were addressed in the literature review in Chapter 2, now the thesis 
turns to examine how this is enacted in practice. Formal institutions, such as donors 
and associations, were considered in terms of their relationship with social 
enterprises. Examining the form of influence these external actors exert this study is 
able to assess if and how these institutions influence social enterprises in their ability 
to harness ICT for development.  
 
Overall this chapter maps the relationship between the development agenda of 
international aid and how this is enacted within the social enterprise sector in 
Cambodia. Technical assistance is the most common form in which institutional 
influence takes shape, so it is essential to first examine the relationships and 
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interplay between the various actors in the complex social enterprise sector in 
Cambodia. Through mapping social enterprises’ perception of ICT, identifying the 
external institutions active in the sector and then assessing in what ways the 
institutions have influenced those perceptions and awareness, this chapter will 
address this question. 
5.2. SOCIAL ENTERPRISES FRAMING OF ICT  
5.2.1. Organisational Awareness of ICT 
In order to understand how external institutions may influence social enterprises 
framing of ICTs, this section explores how the perception of ICT has been 
internalised by the organisations involved in the study. This provides a foundation 
from which to understand the level to which social enterprises framing of ICTs is 
culturally embedded in the organisation and in turn will enable the assessment of 
how this has been influenced by external institutions. 
 
Survey respondents were asked to describe their organisation’s willingness to use 
ICTs as a way to improve their business practices. The response showed that 40% 
used ICT as part of business strategy and 48% to enhance client services. Even the 
remaining 12% of organisations that did not currently include ICT in their operations 
saw its importance. This claim is further supported by the level of agreement with 
various statements that tested awareness and value of ICT in organisations 
summarised in Table 5.i below.  
Table 5.i Organisational Awareness of ICT 
Statements of Agreement % agreement 
a. We understand the potential benefits of ICT to our business 52% 
b. We have considered whether or not ICT has impacts on the way business is to be 
conducted in our industry impacts on the way business is to be conducted in our 
industry 
32% 
c. Our organisation has considered whether or not businesses in our industry that 
fail to adopt ICT and e-business would be at a competitive disadvantage 26% 
d. Our vision of ICT activities is widely communicated throughout our organisation 33% 
Responses to the statements indicated that the level of awareness of the need to 
utilise ICTs to their benefit on a business level was high. This level of awareness 
bodes well for the uptake of ICT in the social enterprise sector as a whole as 
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individual organisations are aware that they need to keep up with industry standards 
in order to fully maximise the potential that ICT presents their business. Survey 
respondents indicated that they saw the benefit of ICT not only to their organisation, 
but their industry in general. For social enterprises to consider their position in 
relation to their peers/competitors, in so far as their use of ICT was perhaps one of 
the most interesting findings of the survey.  
 
It was commonly accepted by survey respondents that their use of ICT would impact 
on their comparative advantage over others within their market. This was further 
supported by interviewee’s acknowledgement that those organisations that do not 
utilise ICTs may risk increasing marginalization from international markets. This 
indicates that awareness is high as to the advantage ICT can provide social 
enterprises in Cambodia. Whether the result of external institutional influence such 
as donor programs, associations or perhaps the market in general, social enterprises 
in Cambodia are aware of the benefit of ICT and are committed to integrating it into 
their operations pending funds and availability of expertise. The lack of expertise is a 
major barrier to success and will be dealt with in another part of the thesis. 
 
The somewhat lower level of agreement of how well this vision of ICT benefit is 
communicated across the organisation Table 5.i (d.) is possibly due to the limited use 
of ICT at levels lower than management as indicated in the results later in Chapter 6, 
Figure 6.5 PC allocation across staff. As social enterprises often operate on an 
outsourced model, many workers have little access to advanced ICTs such as PCs, 
but they do use mobile phones to connect within the supply chain. As such it is not 
surprising that the role ICT plays for these members of the organisation is perceived 
to be less than management who manage external and internal business with the 
assistance of ICT. Some examples from the social enterprises themselves illustrate 
this further. Senteurs D’Angkor outsources the production of packaging which 
enables women to work at home in the village. They continue to care for their family 
and call the head office in Siem Reap when the order is filled either using their own 
or a local public phone. 
’I like to work at home so I can look after my children and cook the meals. 
If I did not have this job then I would not have money for my daughter to go 
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to school. My sister also works at this job but at the factory, I like to work 
at home but I am lucky to have a choice.’ --Kunthea16, 42 
5.2.2. Mapping Social Enterprises’ Perception of ICT 
In order to evaluate the external influence on social enterprises’ perceptions of ICT 
the study needed to map perception in a framework that would make sense outside 
of the sector. According to Rogers (1995) diffusion of innovation theory adopters’ 
characteristics, willingness and ability to adopt an innovation depends on users’ 
awareness, interest, the environment and other external factors. A synthesis of 
characteristics from the survey data into four categories (Table 5.ii) is presented as a 
map of the range of perception of ICT. Examples of social enterprises in each 
category are used to illustrate the levels of awareness in more detail. 
Table 5.ii Social Enterprises’ Perception of ICT 
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 Do not see ICTs contribution 
 No evidence of application of ICT 
 No link of organisation and ICT 
 No email address or website 
 No committed resources to adopt 
ICT 
Pour un Sourire d’Enfant 
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support tool  
 Perfunctory acceptance of ICT 
 Network effect by proxy 
 Simple email use 
 See the potential of ICT  
 Limited resources committed 
 Colours of Cambodia 
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 Perceive ICT as a means to 
achieve their strategy 
 Website at information / 
interactive level 
 Utilise ICT applications in internal 
systems such as accounting 
 Email is used to communicate 
both internally and externally as 
required 
 Resources allocated  
 Hagar Design 
 Artisans Association of   
      Cambodia 
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do
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 See ICT as an integral part of 
their business 
 Use ICT daily in operations 
 See ICT as adding value 
 Shinta Mani 
 WASMB 
 
 See ICT as their business  
 Use ICT daily in operations 
 ICT Service Sector 
Digital Divide Data 
 Yejj Info 
 
The next step is to identify the institutions that interact with social enterprises in 
Cambodia and see how this may have affected their view and experience of ICT.  
                                                 
16
 The names of some beneficiaries have been changed in order to protect their identity. Some social enterprises 
provide shelter for abused women and victims of trafficking so their identity is kept secret. Some examples are 
included in promotional material with the authorisation of the individuals concerned as in the case of Hagar Design. 
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5.3. IDENTIFYING EXTERNAL INSTITUTIONS 
In order to assess the roles institutions play in social enterprises framing of ICT, this 
study now turns to analyse the ways institutions have influenced social enterprises’ 
perceptions and awareness of ICT. Part of this study aims to identify what, if any, 
relationship exists between the development agenda and the local partners in so far 
as donor influence on the uptake of ICT. In other words, how does technical 
assistance and other donor interventions impact on the success of ICTs for 
development within social enterprises. As such, the following section will support the 
claim that external support is a contributing factor to the successful uptake of ICT in 
social enterprises in Cambodia. Conversely those social enterprises that have not 
had external intervention have had limited opportunity to experience the benefits of 
ICT which will be further explored in chapter seven. 
 
The major formal institutions included in Table 5.iii are donors, associations and 
NGOs. These bodies are separate entities, even though they are sometimes wrongly 
thought of as synonymous. They take many forms and often operate outside the 
immediate sphere of the social enterprise, only interacting on a specific program or 
level of support.  
Table 5.iii Who Supports Social Enterprises in Cambodia 
Formal Institutions Results from Survey Data Results from Interviews 
Multilateral Donor IFC/MPDF, UNDP, UNESCO, ILO, International Trade Centre 
IFC-MPDF, ITC, UNDP, 
UNESCAP 
Foundation 
McKnight Foundation, Kadoorie Charitable 
Foundations (Hong Kong), Soros Foundation, 
Kearny Alliance 
 
Bilateral Donor USAID, AusAid, New Zealand, European Commission, Government of Japan GTZ-PSP, USAID 
NGO Partner 
CYR Caring for Young Refugee (Japan), Krousar 
Thmey in France and Switzerland, Enfants du 
Mekong 
 
INGO Asian Invest,  Aide et action,  IDRC, The Asia Foundation, TraidCraft UK The Asia Foundation 
Private Donors Staff, friends and family Colleagues who volunteer 
Business 
Accenture, Microsoft, HP, Cisco Systems, 
Supinfo, IBC Europe, Overstock.com, USA, 
Taylor and Khoo 
Colours of Cambodia 
Associations Rotary Club, Artisans Association of Cambodia Craft Network, Cambodian Silk Forum, ICT:CAM 
Govt Dept/ Agency US Department of Labour; Ministry of Foreign Affairs and Trade, New Zealand  
Education 
Institutions 
Menzies College (La Trobe University, Australia), 
Harvard Business School, USA  
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Overall 50 separate sources of support were identified by the social enterprises 
surveyed. Major donors include international organisations and multilateral agencies 
such as UNDP, International Trade Centre and IFC-MPDF. The most active in the 
NGO sector were shared across the international NGOs including The Asia 
Foundation and Traidcraft UK. Interestingly, there were a number of bilateral donors 
through national governments’ programs (USAID and AusAID) that either funded the 
organisation directly or through programs. 
 
In determining the extent to which external institutions influence social enterprises’ 
perceptions and awareness of ICT, the survey respondents were asked if they had 
‘received external support in order to implement ICT within their organisation.’ The 
range of external support that social enterprises in Cambodia received from outside 
institutions varied from direct to indirect support. The most common form of support 
was through staff, both paid and volunteers, whilst training, equipment and funds are 
all equally distributed. The development of specific systems is not as common as the 
other forms of support perhaps because this is a more advanced level of ICT 
intervention which may come in the future as the social enterprises develop. The 
majority (74%) of those social enterprises that do receive external support see a 
direct link between that external assistance and their ability to best utilise ICT in their 
organisation. This positive response indicates that external support is a major 
contributing factor to the success of ICT by social enterprises in Cambodia.  
 
Now the chapter turns to analyse in what ways the institutions have influenced social 
enterprises’ perception and awareness of ICT, more specifically, through identifying 
institutional roles. The range of institutional interventions identified have been 
synthesised into the diagram below (Figure 5.a) providing a framework to identify the 
way institutions may influence at the organisational level in general, and in relation to 
ICT in particular. Each section will explore the various relationships within this 
framework. 
Figure 5.a External Influence Identification Framework 
 
 
 
Part C. Findings            Chapter 5: Question 1 Research Findings Page 89 of 228    
5.3.1. Taxonomy of Institutional Roles  
The taxonomy of roles provides a vital structure by which to assess how external 
institutions influence social enterprises’ perception. As illustrated in Figure 5.a (the 
External Influence Identification Framework), the data analysis identified three main 
institutional roles that influenced social enterprises. These were developed into the 
role taxonomies used to analyse the way external institutions influence social 
enterprises’ perception of ICT. 
Initiators 
An institution which directly influences a social enterprise plays the role of an initiator. 
Donor programs are the most common manifestation of this type of institutional role. 
While donors do not usually initiate or establish organisations they often play a role in 
introducing the use of ICT in social enterprises. A number of active donors and their 
programs are presented as an example of how this influences social enterprises 
framing of ICTs. The private sector is also an active initiator, with many large 
corporations identifying the opportunity that emerging markets present. Microsoft has 
an emerging markets division that strategically assess which program to launch at 
what stage of a country’s development. Under the agenda of corporate social 
responsibility some multinationals such as Intel and HP have social development 
programs to support the uptake of new technology that is usually unavailable to 
developing countries where they may not have a commercial operation or current 
market presence. 
Intermediaries 
Associations are prevalent in Cambodia and often play an important role in the 
development of both civil and private sectors. These groups provide for related 
organisations to meet a common purpose, and are able to represent and mediate 
between the individual and the collective, whether that is government or the market. 
As there is often a limitation for direct intervention by donors to individual firms, 
intermediaries are also the conduits through which initiators interact with social 
enterprises. Another form of intermediary are infomediaries, institutions that act as a 
channel for information usually around a thematic area. Online they usually take one 
of these common forms: trade hubs, online forum or web portals. The role of 
infomediary is an increasingly important link within the networked economy which 
developing countries can connect into the global market. Developing networks is a 
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complex and time consuming task hence the important role of infomediaries as 
brokers, in connecting smaller enterprises to the network, and online marketplace as 
players from emerging markets. 
Resellers 
Resellers act as an agent selling a product or service for a third party. This business 
model works in both retail and wholesale spaces. Resellers are active in the value 
chain in both physical and virtual marketplaces. Industry specificities often dictate the 
relationship between social enterprises and resellers. In the hospitality sector, online 
accommodation is a very common service model which facilitates bookings and 
payment. In the handicraft sector, the reseller process is common with agents acting 
as representatives who earn their income from commission on sales. 
 
The following diagram (Figure 5.b) maps a selection of the sample by role and was 
chosen to illustrate the various levels of activity in the social enterprise sector in 
Cambodia. Whilst the institutions themselves may operate in a number of these 
roles, they predominantly fall into one category or another as the following examples 
will illustrate.  
Figure 5.b Sample of Institutions Summarised by Role 
Initiators Intermediaries Resellers 
1. Donors 2. Associations 3. Private Sector 
IFC-MPDF Artisans Association of Cambodia Colours of Cambodia  
GTZ-PSP Craft Network (IFC) Khmer Product Promotion 
ITC Cambodian Silk Forum WorldHotelLink.com 
UNDP UNESCAP ICT:CAM 
3. Private Sector 
Business Partners  
WASMB 
4. NGOs (Parent) 
Hagar Cambodia 
Enfants du Mekong  
 
A mix of individual organisations, associations and donor agencies provide 
verification of external institutions relationship with social enterprises. Through 
selected examples from the interview and survey data, a picture emerges as to the 
complex interplay of external influences on the framing of ICTs by social enterprises. 
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5.4. MAPPING EXTERNAL FORMS of INFLUENCE 
External support for social enterprises manifests in a variety of forms. Increasingly 
funding comes under programs coordinated by donor representative in line with their 
development agenda. Poverty alleviation, decentralisation, gender equity, anti-
trafficking, democratic reform and good governance are all common development 
agendas across donors operating in Cambodia. In this context, the recipient 
organization, in this case the social enterprise, is a participant in a program with 
others or is engaged to provide services under a program.  
5.4.1. Donor Engagement with Social Enterprises 
 
 
A major source of external support for social enterprises is through donor programs 
specifically targeted at a thematic area. A number of initiatives by donors were 
instigated utilising ICTs as an enabler for development from early this century. 
Cambodia was included in these programs however, it must be noted, that donors do 
not usually focus on social enterprises but have SME programs that social 
enterprises have been supported through. 
 
Throughout 2004-2005, the focus moved to the level of ICT usage in the SME sector 
in Cambodia. The Asia Foundation and other donors such as the International Trade 
Centre (ITC) and UNESCAP conducted research into SME uptake of ICTs in 
developing countries (CastleAsia 2002; Hutchinson 2005a; ITC 2000). ITC programs 
provided technical assistance and training in information based services in the areas 
of export promotion. Whilst UNESCAP sought to assist SMEs to better make use of 
e-business across the greater Mekong subregion, however their direct impact has yet 
to be fully assessed. These programs provide an insight into the development 
agenda of the donor agencies and how this transpired to influence the framing of ICT 
and e-business technologies by social enterprises in Cambodia. The following table 
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summarises the donor programs and their related focus as identified through the 
actors in the social enterprises sector in Cambodia included in this current study. 
Table 5.iv Donor Initiatives in ICT4D and Social Enterprises  
Period  Donor Program SE ICT SMEs  & ICT Sample SEs 
2003 ITC E-Trade Bridge for SMEs    CCC  Hagar Design 
2004 UNDP ICT4D Thematic Trust Fund    DDD 
2004 IFC MPDF Technical Assistance Program    
DDD 
Hagar Design 
2004-2006 ITC 
Export-led Poverty 
Reduction Programme 
Support to Trade Promotion 
and Export Development  
   
Handmade Textile 
Association 
WASMB 
2005-2006 UNESCAP e-Business for SMEs in GMS    AAC 
2004-2006 IFC Grassroots Business Initiative    
Craft Network, 
DDD 
Shinta Mani 
2005-2006 GTZ Private Sector Promotion Program    
KPP, WASMB 
ICT:CAM 
 
The next section will map the social enterprises that were influenced by these 
programs and examine ways in which this influenced their perception of ICT.  
The subsequent section outlines a number of key donor programs and their impact 
on several of the social enterprises included in this study. They were selected as they 
provide a range of outcomes with which to assess the role of donors as an external 
influence. Evidence from the survey, interviews and document analysis illustrates 
how donors shape the social enterprises framing of ICTs.  
ICT4D Agenda 
Whilst donor assistance is now under a general theme of poverty alleviation, there 
was a period of time when ICT was considered a specific focus area of international 
development cooperation. UNDP established the Thematic Trust Fund (TTF) for ICT 
for development in 2001. The ICT Thematic Trust Fund was launched in October 
2001 with a $5 million grant from the Government of Japan. The aim was to ‘create 
digital opportunities for all and to respond in concrete terms to requests for 
assistance from developing countries who wished to harness the promise of ICT for 
development’ (Gardner 2004).  
 
This special fund addressed a specific practice area supporting UNDP’s innovative 
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use of ICTs in developing countries as an enabler for development. Key to this is the 
application of ICT to improve enterprise competitiveness; supporting job creation and 
poverty reduction. All of which are requirements of building successful ICT4D-social 
enterprises. The TTF-ICT supported a leading social enterprise in Cambodia, Digital 
Divide Data (DDD) to provide new work opportunities for disadvantaged people 
outside of the capital, and served as a model for how new employment and income 
generation can be created from ICT services. A component of the support provided 
by UNDP was to conduct a lessons learned evaluation to document and share the 
development of DDD with a broader audience. The result was the creation of the 
ICT4D-Social Enterprise Toolkit, which was the pilot study, conducted for this thesis 
(Hutchinson, 2005b). UNDP showcased DDD as a Cambodian best practice at World 
Summit on the Information Society (WSIS) Tunisia in 2005. 
 
The ICT4D-Social Enterprise Toolkit17 reflects UNDP’s approach to capacity building 
and connecting countries to knowledge, experience and resources to help people 
build a better life18. The aim of the Toolkit was to assist other sustainable non-profit 
business in similar initiatives in other developing countries. Another relevant fact is 
that as DDD is also an IT outsourcing service provider it meant that they were able to 
employ graduates from local vocational training programs in Battambang. So through 
an alignment of donor agenda, social enterprise mission and community need this 
case illustrate that external relationships can enable development for a positive 
outcome for all involved.  
 
Another active donor that addresses poverty alleviation through sustainable 
development is the International Finance Corporation (IFC) who was also the first 
donor to identify the social enterprises sector as a potential growth for development. 
The Mekong Private Sector Development Facility (MPDF) Grassroots Business 
Initiative was the initiation of donor support for the social enterprises sector in 2004. 
One social enterprise that was supported by both the IFC and UNDP was DDD for 
their expansion to rural Cambodia. This support was initiated in part to meet the 
employment needs of the graduates of a number of training programs within the 
target disadvantaged population in Battambang. This example illustrates how donor 
initiatives lead to the development of the ICT sector in a provincial town. UNDP 
                                                 
17
 See http://www.un.org.kh/undp/ict4dtoolkit 
18
 See http://www.un.org.kh/undp/ict4dtoolkit/undpmessage.htm   
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helped focus DDD’s expansion plans thus meeting various goals of donor, recipient 
and the local community. 
 
DDD approached a number of local centres to recruit staff such as the Ministry of 
Labour and Vocational Training’s Provincial Training Centre, and the Vocational 
Training Centre run by the Lutheran World Service. This model meant that DDD 
could use the existing workforce in Battambang and provide the next step for 
graduates. DDD received qualified and skilled employees and the local centres had a 
career path for their students. This meant that disadvantaged youths in Battambang 
had an opportunity to put into practice the skills they had received. 
 
Through building on the donor funded training programs, DDD provided employment 
in a provincial centre where young people previously had few options. Until there was 
a connection made between the programs at the training centres, and a real job at 
DDD, the relevance of ICT was unrealised. It is in this process of linking donor 
programs across various sectors of vocational education, employment generation 
and ICT that DDD shows how working with donors can help initiate new opportunities 
for social enterprises in rural Cambodia. DDD provides an example of an integrated 
adopter exhibiting characteristics as outlined in Table 5.ii.  
 
The International Trade Centre (ITC) is a donor-funded program that provides 
programmatic support and illustrates another external influence on the uptake of 
ICTs in Cambodia. ITC is a joint initiative of the World Trade Organisation and the 
United National Conference on Trade and Development (UNCTAD). ITC sees a 
direct link between information, trade and development. It had direct interaction with 
specific social enterprises in 2004 through the e-Trade Bridge for SMEs program. 
The goal of the program19 is to ‘foster internationally competitive, e-competent 
businesses and to build national e-trade capacities in the institutions that support 
SMEs’. Launched in Cambodia in 2003 with an e-preparedness country assessment 
(ITC 2003), ITC provided a select group of SMEs with technical training through its 
‘Winning with the Web (WWW)’ module which enabled them to better use ICT for 
their organisations’ benefit (ITC 2000).  
 
                                                 
19
  See http://www.intracen.org/etradebridge/welcome.htm 
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Overall, the e-Trade Bridge program had limited uptake and the long-term 
implementation did not eventuate as there were no donor funds to continue. The 
program is however presented here to provide a range of evidence of how a donor 
initiative can provide support and guidance in the uptake of ICTs by social 
enterprises in Cambodia, including Hagar, Cambodian Craft Cooperation (CCC), and 
SmileTechno-Art, thus shaping their view of ICTs – in this case the web – as a 
means to achieve their business strategy and social mission.  
 
Of the case studies presented on the ITC website, Hagar has continued to develop 
its website design services initiated through the e-Trade Bridge program, indicating 
that it provided a good foundation for this social enterprise to see the benefit of ICTs 
in its business development. Hagar not only updated its URL to a more professional 
naming convention from www.hagardesignltd.com to www.hagardesign.com, but it 
also continued to see its website as a core marketing tool. Meanwhile, SmileTechno-
Art20 has not developed further capabilities or even updated their catalogue since the 
program in 2003, however they have partnered with an online marketplace Khmer 
Product Promotion21 which indicates that the organisation does see the value in ICT 
as introduced by the e-trade bridge program as they create online linkages. 
 
The CCC website22 has remained static since 2003, perhaps due to its status as a 
donor funded program which relied on external assistance. However, in late 2006, a 
new streamlined design was introduced and included a downloadable PDF catalogue 
of the wicker-work product range as well as the link to another association within the 
CCC, the Handmade Textile Association (HTA), further developed its online 
presence by launching an e-commerce enabled website which has received 43736 
requests since Friday 20 May, 200523.  The site is complete with an online order form 
[Appendix 16] and shopping cart facility which is specifically aimed at the 
international market. It is also interesting to note that the Handicraft and Textile 
Association has continued CCC’s relationship with ITC and has received technical 
assistance through its Export-led Poverty Reduction Programme.  This partnership 
with ITC has shown the women silk weavers of Takeo that the internet can help sell 
their products in Europe. Such experiences are integral to the framing of social 
                                                 
20
  See http://www.camnet.com.kh/smile 
21
  See http://www.khmerproducts.com/smile 
22
 See http://cambodian-craft.com 
23
 See http://silkfromcambodia.netfirms.com/shop/nfoscomm/catalog/index.php  
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enterprises’ perception of ICT. Through technical support to develop the website and 
continued engagement with customers overseas the Handmade Textile Association 
sees the benefit of ICT in a tangible form of access to new markets and increased 
sales. 
 
ITC has also provided technical assistance to the Women’s Association of Small and 
Medium Businesses (WASMB). The Business Information Centre (BIC) was set up 
for women interested in starting or improving their business, to access information 
and resources for members and the general public. WASMB has been developing an 
information management strategy with the assistance of ITC as part of the Support to 
Trade Promotion and Export Development in Cambodia (Jud 2006). This focus on 
export promotion is of direct relevance for social enterprises who wish to sell to 
overseas markets. At first glance this program may not appear to be of relevance to 
the current argument, it is however provided as an example of the integrated 
approach to ICT or Approach 2/ (Figure 2.d). Information as the driver meeting both 
Heeks (2005a) and Harris’s (2004) recommendation that for development programs 
ICT is a tool not the focus. The importance of trade information services as a means 
to achieve the overall program goal is vital and ICT is a key enabler for these new 
services that can in turn assist social enterprises to reach new markets. 
Development Agenda Links to Private Sector 
One of the major focus areas of development cooperation is enabling private sector 
growth. A number of key donors and international agencies such as ITC, as well as 
many bilateral donors, are active in this area in Cambodia. The role they play in 
assisting private sector development is based on the assumption that private sector 
growth will improve rural livelihoods through employment generation activities.  
 
In Cambodia, the German Technical Cooperation (GTZ) program’s Private Sector 
Promotion (GTZ-PSP) program sees the potential of ICT enabled business services 
GTZ-PSP initiated the adaptation of the Grameen Village Phone in Cambodia as an 
opportunity to connect rural communities and provide micro-entrepreneurs a new 
business model for sustainable development.  
 
GTZ-PSP has also provided business development assistance to WASMB and has 
been instrumental in its decision to establish a Business Information Centre as an 
Part C. Findings            Chapter 5: Question 1 Research Findings Page 97 of 228    
integral service for members. The WASMB organising committee sought advice on 
how to reach their goals and through GTZ-PSP involvement, the focus moves to 
information services and using ICT as a tool. This may not have been as prevalent 
without the involvement of this donor. GTZ in Cambodia also supports a number of 
associations as they have determined that this is a key area in which to assist 
development so in turn associations influence their members.  
5.4.2. Private Sector Engagement with Social 
Enterprises 
 
 
External institutions that influence the uptake of ICTs by social enterprises in 
Cambodia also take the form of business and industry players as they see the 
potential of social enterprises to address multiple issues. This is perhaps best 
illustrated by the UNDP’s Growing Sustainable Business Initiative which seeks to 
stimulate the engagement of business in the development process. In partnership 
with GTZ, UNDP is exploring replicating the Grameen Village Phone program from 
Bangladesh by connecting private sector players such as telecoms, microfinance 
institutions and handset manufacturers in Cambodia with a view to generating 
grassroots micro-entrepreneurs. It is this ethos that forms the foundation for the 
advancement of ICT as an enabler for development.  
Industry Partnerships  
The common theme throughout all these programs is the belief that developing 
countries can benefit through business. Donor reliance over 10 years of post conflict 
reconstruction has meant that many Cambodians are tired of the current model of 
progress. The following examples are of the IT services sector which is emerging as 
a significant potential area for successful new business opportunities for social 
enterprises.  
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Digital Divide Data (DDD) and Cyber Data, India 
DDD was founded by former consultants from McKinsey and Co. who sought to 
contribute to Cambodia’s development by creating employment opportunities for 
disadvantaged young people. Securing funds from Global Catalyst, a Silicon Valley 
foundation, DDD has grown into a successful social enterprise, proving that 
combining business and social motives can bring benefit to both their staff and their 
clients. DDD founders identified that there was the potential to take the low end of 
business process outsourcing (BPO) from traditional provider India as they moved up 
the technology value chain. The model is to maximise high-volume, low-margin 
contracts from their client base in the US. To achieve this DDD realised they needed 
a technical collaborator and made a partnership with CyberData in India, to provide 
both quality control and to assure clients that DDD was a serious supplier backed by 
India's reputation for BPO. This has worked well for DDD so far and has allowed 
them to expand services from Phnom Penh to provincial Battambang in Cambodia 
and Vientiane the capital of Lao PDR. 
Centre for IS Training (CIST) and Accenture 
Another exemplary case that shows the success of social enterprises that partner 
with industry to achieve their goals is the Centre for IS Training (CIST). CIST is the 
result of a partnership between an NGO Enfants du Mekong and international 
business leaders through their philanthropic foundations. As Figure 5.c illustrates, 
CIST has the support of a number of major industry partners. The major partner is 
Accenture France who provides consulting services where staff takes a sabbatical to 
volunteer with CIST in Cambodia. In fact the program has resulted in the formation of 
a new foundation Solidarité Actives, which aims to initiate other ICT enabled social 
enterprises after the experience with CIST in Cambodia. Microsoft and Hewlett 
Packard also support CIST through the provision of software and hardware which is 
vital for the establishment of the 50 strong computer labs the students are taught in. 
Having the right tools to be able to learn is not a given in a country like Cambodia. In 
some of the leading universities students have to wait until 2nd year before they even 
have time on a computer and then it is a resource shared amongst a team of 
students. Hence the support that business provides these social enterprises is 
integral to the success of their programs and in turn bringing benefit to those they 
aim to help.  
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Figure 5.c CIST Partnership Diagram 
 
 
 
The level of strategic assessment is what sets CIST apart from others in the sector. 
Through the support from Accenture, consultants from France undertook a market 
assessment of the needs of businesses in Cambodia (CIST 2005) when seeking to 
employ a technician. The feedback from industry allowed CIST to design their 
training programs to meet the real needs of the market. Through the placement of 
interns as part of their training beneficiaries get real on the job experience which 
often results in being offered a role once they graduate. This is one of the most 
successful integrations of business and social missions identified through this study, 
with each partner playing a defined role to maximise the outcomes for the program 
as a whole. 
Yejj Info and Cisco Systems 
The Cisco Systems Network Academy program is a leading industry initiative that 
sees local academies set up in developing countries with curriculum, equipment and 
certification to train young IT professionals. In Cambodia, Yejj Info is a local social 
enterprise within the IT sector that has partnered with Cisco Systems. Cisco Network 
Academies (CSNA) are the result of a partnership between Cisco Systems-UNDP-
APDIP. In Cambodia CAN were launched in 2003 at the National ICT Development 
Authority (NIDA) and the Royal University of Phnom Penh but those that proposed 
the program were social enterprises, Yejj Info and CIST. Cisco drives the expansion 
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of the Network Academies in partnership with Yejj Info and through workshops where 
Yejj CSNA was awarded for excellence. Cisco shapes the uptake of ICT in Cambodia 
through partnering with Yejj Info. Through selecting curriculum the development of 
the ICT sector goes in a certain direction. Yejj Info is currently expanding the CSNA 
program into provincial Cambodia and the Thai border area where limited 
opportunities for training or employment exist. However with the boom of border 
towns such as Poipet and Bavet and the Government planned export processing 
zones there will be a need for trained individuals which Yejj Info and Cisco want to 
prepare a workforce for. 
 
Responding to the need for reliable, affordable and ethical IT services in Cambodia, 
Yejj Info was started in 2001 as an IT project within an NGO vocational training 
centre. Through establishing a values-led business, Yejj Info has a commercial 
differentiation in the market and has targeted their services to the NGO sector in 
Cambodia which is a major buyer of IT services. Yejj Info now provides outsourced IT 
support for UNDP, World Vision and an increasing number of private sector firms 
who value their high quality IT services. The core to Yejj is their ‘Values Led Business’ 
which incorporates professional and profitable business practice focused on seeing 
transformation in people’s lives and the communities they live in – their tag line is 
‘Partnership with us is peace of mind for you’. As with the case of Cisco and 
Microsoft curriculum that Yejj Info also runs, these private sector firms have a direct 
bearing on the framing of ICT at Yejj Info and the development of future IT 
professionals in Cambodia. This is in line with the trend to provide ethically 
outsourced IT services as purported by Badcock (2000) and Barrientos (2000).  
5.4.3. Associations as Intermediaries 
 
 
The next question is how do associations as intermediaries impact on the uptake of 
ICTs by social enterprises that are members or participants in their programs.  
A number of the associations identified in Cambodia had already acknowledged the 
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benefit that e-business could provide their members. The Artisans Association of 
Cambodia (AAC) and the Cambodian Silk Forum (CSF) were both participants in the 
UNESCAP National Stakeholder Consultation in May 200524. The project aimed to 
assist Enterprise Support Agencies to promote the uptake of e-business by SMEs in 
the countries of the Greater Mekong Subregion, including Cambodia. This project 
identified the key role that intermediaries can play in the uptake of ICT by SMEs.  
 
Whilst social enterprises are slightly different to SMEs, they do share some similar 
issues such as scale, lack of available capital to invest in ICT, lack of knowledge and 
skills in the area and lack of awareness of the potential that e-business can bring 
their enterprise (Hutchinson 2005a). It is not surprising then that AAC and CSF are 
amongst the most popular associations in the handicraft sector in Cambodia. The 
following section highlights some of the activities of the top five associations and their 
role as intermediaries within the social enterprise sector and in particular their 
involvement as role models for ICT uptake in their selected industry. 
The Artisans Association of Cambodia  
The Artisans Association of Cambodia (AAC) established in 200125, is one of the 
most active associations bringing together more than 30 NGOs and social 
enterprises that target disadvantaged Cambodians. It describes itself as a fair trade 
association that assists its members to ‘develop their services and ensure that 
benefits are passed down to the artisans themselves.’26 It has received training from 
Asia Invest / TraidCraft UK on Efficient Production and the Cambodia Craft into the 
Market seminars as a way to bring new skills to members.27 AAC also regularly 
communicates with members and customers via a newsletter which is emailed as a 
PDF this leading by example to promote using ICT as an effective marketing tool 
which is a core strategy of the association. Displaying such characteristics is why 
AAC is considered a Pragmatic Adopter as noted in Table 5.ii. 
 
                                                 
24
 The researcher was the consultant for these meetings See 
http://www.unescap.org/icstd/applications/activities/2005/03/nsc.asp  
25
 AAC was founded with the sponsorship of the UNDP and managed by the World Rehabilitation Fund (WRF). 
Currently, the ILO also takes part in financing the association. 
26
 See www.aac.org.kh 
27
 AAC has noted that after the training courses, many of the craft-producing NGOs display their products properly 
and in a way that attracts more customers. As a result, members such as Peace Handicrafts and Silks and the 
National Centre of Disabled Persons (NCDP) have made remarkable increases in revenues of up to 150 percent over 
the previous year. Interview with Mr. Lung Yeng, AAC Coordinator in ILO (2006) ‘Decent Work in the Informal 
Economy in Cambodia: A Literature Review’. 
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AAC is a unique example in this study as it considers itself a social enterprise as well 
as an intermediary. As noted in section 4.2.4 of the survey sample, five social 
enterprises included in the research sample self-identified as associations. However 
through the remainder of this study, only AAC is considered an intermediary in so far 
as leading by example regarding ICT uptake and in influencing its members view of 
ICT.  
 
AAC also play a trade promotion role coordinating members’ involvement at local and 
international trade fairs. This role is perhaps one of the most direct benefits for social 
enterprises who may have limited funds to attend such events. Through AAC 
representation at a fair in Tokyo or Bangkok, by providing samples, marketing 
material and business cards, these social enterprises can follow up with potential 
customers by email. The AAC website is an integral part of members marketing 
strategy and for some it is their only online presence*. Of the total sample of social 
enterprises examined in this study, 16 have listings on the AAC website. (Table 5.v) 
Table 5.v AAC Member Listings 
Organisation Artisans Association of Cambodia URL 
AFESIP Fair Fashion http://aac.org.kh/aac/afesip.html  
Sentosa Silk Boutique http://aac.org.kh/aac/sentosa.html  
Chariya* http://aac.org.kh/aac/chariya.html  
Cooperative Samatoa Design http://aac.org.kh/aac/samatoa.html  
Disabled Handicraft Promotion Association (DHPA)* http://aac.org.kh/aac/dhpa.html  
Hagar Design http://aac.org.kh/aac/phs.html  
Jayana Arts of Living* http://aac.org.kh/aac/jayana.html  
Khmer Life (Abundant Life Out of Poverty)* http://aac.org.kh/aac/kl.html  
Khmer Silk Processing Association (KSPA)  http://aac.org.kh/aac/kspa.html  
KNN Cambodia Arts and Crafts http://aac.org.kh/aac/knn.html  
Mekong Blue – SWDC http://aac.org.kh/aac/mb.html  
National Centre of  Disabled Person (NCDP) http://aac.org.kh/aac/ncdp.html  
Nyemo Cambodia http://aac.org.kh/aac/nyemo.html  
Rajana Association http://aac.org.kh/aac/rajana.html  
Rehab Craft Cambodia http://aac.org.kh/aac/rcc.html  
Villageworks Songkhem Collection http://aac.org.kh/aac/songkhem.html  
 
This collective promotional space allows potential buyers to view a range of craft 
producers in one location. However, to date, the website is only informational with 
basic contact facilitated by email and an inquiry form. There are plans to develop an 
online showroom, however this requires further investment. If this site was able to 
Part C. Findings            Chapter 5: Question 1 Research Findings Page 103 of 228    
become transactional it would provide a greater opportunity for members to extend 
their market reach. Through aggregating an e-commerce facility, the potential for ICT 
to deliver concrete benefits such as increased sales is enhanced. However this leads 
to another of the challenges that developing country producers face, assurance of 
delivery. Often delayed due to bureaucratic customs processes as well as poor 
postal services and corruption, lack of ability to assure purchasers that the goods will 
arrive and when, high shipping and handling costs continue to be a challenge outside 
of ICT. 
 
AAC are a very active association representing their members at the Private Sector 
Working Group (PSWG) on Manufacturing and SMEs at the Government-Private 
Sector Forum (G-PSF).28 Following on from their ‘Study on legal requirements for 
micro and small businesses, NGOs, and associations and procedures and practices 
for exporting Cambodian handicrafts’ for ILO in 2004, AAC continues to represent 
their members on both the national and international stage. The ACC raised the 
issue that customs procedures delayed shipment to overseas customers at the 
PSWG in 2006. The issue had full discussion and became an item on the agenda for 
the next level of the government to process and deal with. The G-PSF process 
utilises ICT to communicate to interested parties such as the AAC and other 
handicraft associations who are affected by this and other issues.  
 
It is through the advocacy and representation of their members that associations can 
provide benefit. Using ICT such as email to communicate regularly with members is 
an integral tool of associations such as AAC in their advocacy programs. As such this 
example provides evidence of how some associations are able to utilise ICT for the 
benefit of their members, and in turn, lead by example, as to the effective use of 
technological tools. 
Craft Network 
The Craft Network association began as an initiative of MPDF. Members showcase 
their products in both physical and virtual spaces at the showroom in Phnom Penh, 
representation at international trade fairs and their website29 launched in 2006. One 
of the key principles behind the IFC-MPDF funded Craft Network is acknowledging 
                                                 
28
 GPSF is the public-private dialogue mechanism between the Royal Government of Cambodia and the local private 
sector. See http://www.cambodia-gpsf.org  
29
 See http://www.Craft Network.com.kh 
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the specific challenges that emerging market producers’ face in bringing their 
products to a broader international market. This was one of the reasons the initiative 
chose to work with silk products in Cambodia as a sector that required a lot of 
support to maximise the benefit to local communities. 
 
Through technical assistance the supply chain was examined to identify what 
improvements could be made to bring these products to market. IFC-MPDF identified 
that one of the obstacles for sales to overseas buyers was the lack of trust for supply 
in both quality and timeliness (IFC 2005). Also buyers found it difficult to deal with so 
many suppliers as the agent model is the easiest way for them to purchase small 
quantities which is the reality of handcrafted silk products from Cambodia. It was 
decided to bring together a number of the leading small firms and market them under 
the common brand of the Craft Network. This follows on from a similar initiative of 
MPDF in Vietnam with the ceramic producers of Ba Trang village 20km out of Hanoi. 
Combined with the centralised showroom, an online promotion of the suppliers 
enables a more integrated supply for buyers the initiative has been well received. 
 
The aim of Craft Network is to be self-sustaining which requires that the members 
pay a membership fee and a commission on sales conducted through the network. 
Whilst this may seem a contradiction to the benefits of disintermediation, without this 
new channel to market, the Cambodian firms would continue to be marginalised from 
international markets. So through a combination of networked resources, the 
member businesses can benefit from the centralised export promotion activities 
which include a website and trade visits from potential buyers.  
 
The IFC-MPDF value adds of the Strengthening Grassroots Business Initiative 
focuses on MIS as an avenue to affect change (Figure 2.c). Through creating and 
supporting an association as an intermediary body, the aim is to bring wider benefit 
to many in the sector. This approach has definitely influenced the members’ view of 
the relevance and usefulness of ICT. Craft Network is also featured on the IFC’s 
GBO website30 and Pangea their new fair trade café and gift shop at the Washington 
headquarters of the IFC. Craft Network Cambodia is a pilot program of the GBO 
program and has been replicated in Indonesia. The website for this initiative is more 
                                                 
30
 See http://www.ifc.org/gbo  
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of a marketplace whereas the website31 with online catalogues and more detailed 
information. Craft Network website in Cambodia is more of a marketing and 
promotional focus more than a fully functional sales tool. The ultimate aim is for Craft 
Network to become fully self funding with the next phase of development sees two 
potential models, the transitional model whereby another organisation such as a 
parent NGO take over the management until the business model achieves financial 
sustainability which is the ultimate format. Given the integral role that ICT services 
can provide developing country producers, the Craft Network brand has the potential 
to fully maximise the benefits that a transactional website can offer. The cost of 
transactions can be aggregated across the network thus addressing one of the main 
barriers to transactional web development in Cambodia – the lack of financial tools to 
allow electronic transactions.  
ICT:CAM 
In the case of the ICT Association of Cambodia (ICT:CAM), the industry itself drove 
the initiative but donor assistance facilitated formalising the association. The Private 
Sector Promotion program of GTZ provided facilitation and support for the founding 
members of ICT:CAM to formally register with the relevant government agency. 
ICT:CAM includes a number of social enterprises with DDD and CIST both taking 
positions on the Board of Directors. Whilst there is an acknowledged advantage of 
ICT based enterprises in promoting the uptake of ICT, their example does also 
provide evidence that these social enterprises are truly harnessing the potential that 
ICT can deliver people in developing countries. Through their youth membership, 
ICT:CAM aims to provide training and opportunities for the increasing number of IT 
graduates from Cambodian institutions. The Ministry of Education Youth and Sport 
estimated there were 6,730 students in computer science courses in Cambodia in 
2003-2004 (Miyata 2006). ICT:CAM aims to represent all areas of the sector with the 
Intel representative as Director General, IT outsourcing firms, hardware and 
information service providers are now all working together in their various capacities 
to develop the sector as a whole. 
WASMB 
GTZ provided funds for equipment and start up costs for the Business Information 
Centre an initiative of the Women’s Association of Small and Medium Businesses 
                                                 
31
 See http://www.Craft Network-indonesia.com 
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(WASMB). GTZ also provided some technical assistance to help WASMB develop 
their business plan so they can earn income through services to members and the 
general public. WASMB is an initiative that brings together all types of women 
entrepreneurs a number of which are also social enterprises. As women are often 
marginalised in economic development, support for women is vital. Providing role 
models for other female entrepreneurs is one of the aims of WASMB32 and they see 
their website as a core tool to achieve this. Each member has a profile on the 
website which features the individual and their business. The association also 
actively uses email to communicate with members and promote their activities. 
WASMB is not for profit and clearly aims to support women’s economic and social 
development in Cambodia. It fits the model of a social enterprise and as an 
association they lead us to the next category of influencers, intermediaries.  
5.4.4. NGOs Shaping of Social Enterprises  
 
 
A number of social enterprises that were established by NGOs as income generating 
initiatives have made the transition to being independent businesses. The question 
this raises is to what extent does the relationship with the founding NGO continue 
once the transition has occurred? Interview data suggests that NGOs are 
instrumental in establishing social enterprises and of those surveyed three were still 
registered as NGOs, whilst eight others were set up as social enterprises from the 
outset.  
 
In the situation when a partner NGO assists in setting up what becomes a social 
enterprise in whatever form, the NGO often lays the foundation for processes such 
as inventory and financial management as well as training and marketing. What is of 
interest however, is how this continues past set up stage. To what extent does this 
partner NGO play a role in influencing the framing of ICT in the social enterprise? 
Often it depends on the organisational goals and resources and if the partner NGO 
                                                 
32
 See http://www.wasmb.org.kh  
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will continue to provide funding or technical assistance to the social enterprise, or if it 
will separate completely with the goal of self-sustainability. 
Hagar Cambodia and Hagar Design 
Process set by the partner NGO when establishing the social enterprise sets the 
expectation for continued use once the social enterprise is independent and self-
sustaining. Functions that utilise ICT to varying degrees such as accounting whether 
it is a simple spreadsheet budget in Microsoft Excel or a specialised accounting 
package such as Quick Books. 
 
In the case of Hagar Design the founding NGO, Hagar Cambodia, established the 
systems and provided equipment through its support of the Mekong Private Sector 
Facility. However once the foundation was laid, Hagar Design made the transition to 
an independent registered business in 2001. The ultimate aim is for Hagar Design to 
provide both in kind and financial support back to its NGO parent, Hagar 
International. As such, the use of ICT became more focused on production 
improvements and order tracking which are more commercially driven as well as 
customer satisfaction improvements to increase income and profit that can then be 
reinvested back into the social programs to enable more women to have a new start. 
Enfants du Mékong and CIST 
Often the relationship continues in either direction, NGO supporting social 
enterprises or social enterprises supporting NGO which provides its own unique 
requirements as far as reporting and financial management. The French NGO 
Enfants du Mekong which established CIST in 2005 provides the selection process, 
social program and follow up for students. In late 2006 a new international NGO will 
be established under the leadership of Accenture France’s previous CEO. With the 
aim to take the model of CIST to other developing countries, this partnership of NGO 
and business brings about another force in the ICT for development arena. So the 
social enterprise has outgrown the scope of the NGO and resulted in the creation of 
a new entity Solidarité Actives, which advocates ICT education as an enabler for 
addressing the digital divide. This symbiotic process of external influencers melding 
with enterprises exemplifies social entrepreneurship and business as an agent of 
development in action.  
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Cambodia CICs: Infomediary Network 
Whilst the other examples presented here have been formal institutions, the following 
case is of a unique social enterprise that has grown out of a donor program to 
become one of the most popular online communities in Cambodia. The most 
prominent ICT for development initiative in Cambodia, the Community Information 
Centre or CIC program was started in 2003 by The Asia Foundation funded by 
USAID. Through partner NGOs, 22 Community Information Centres were established 
in every provincial capital across Cambodia. The cornerstone of this was the CIC 
Portal 33 an election information portal 34 which made it the most prominent ICT 
program in the country and in particular the development landscape. Core to the 
program were these infomediary channels that the NGO community used to 
communicate and educate the general population. Initially focusing on election 
information, the CIC portal grew to have an Agricultural Corner and include 
announcements for local programs which otherwise would have had limited exposure 
on the internet. The most visible element of the CIC project was the web portal 24 
[Appendix 17]35 and 22 provincial websites36. As a Khmer language portal it is 
significant information tool for Cambodians. Previously maintained by Open Forum of 
Cambodia (OFC), the site managed to operate until mid 2006 when funding issues 
with the host NGO OFC meant that it went off air.  
 
The provision of information is a difficult service area to gain income but the listing 
and advertising of information for NGO clients or businesses was recommended by a 
UNDP review as a viable option (Hutchinson 2006). Acknowledging that information 
services need not be solely in the form of advocacy and community outreach, but can 
incorporate service delivery and complimentary business information services for 
local entrepreneurs and business associations. A fee for service model could charge 
a fee to the entity placing the ad online and a percentage of the sale from the buyer, 
similar to the eBay model. Job announcements are also a potential revenue earner 
for the sites, especially as recruitment in the provinces is currently an underserved 
market with significant potential. To date these recommendations have not been 
heeded and another donor funded initiative has fallen by the wayside. Without a 
business model and marketing strategy to maximize potential income which is 
                                                 
33
 See http://www.cambodia-cic.org 
34
 See http://www.bochnout.org 
35
 An example of two front pages are included in Appendix 17 from 2006 as the web portal is no longer operational 
due to funding cuts and the closure of the Open Forum of Cambodia. 
36
 See http://www.khetkrong.info 
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needed to make the online programs self-sustaining it is not surprising that what was 
the most popular web portal in Cambodia has not lived up to its potential.  
 
Following on from the CIC project and seeing the potential for the use of ICT in 
supporting information access, UNDP Cambodia conducted a Pilot Project: 
Strengthening Access to Information and Civic Engagement through CICs (Tripleline 
2005). This targeted identification of information sources and the uploading of this 
information on the CIC website, as well as the distribution of increased volumes of 
hard copy information, which resulted in the flow and availability of information at 
community level that was previously unavailable or unknown. The pilot worked in 
both virtual and physical spaces using ICTs such as the website and mobile phones 
placed with Village Information People (VIP) as channels for which local communities 
could access information. The organisation of forums and events on information 
needs at both village and provincial levels brought together vulnerable people with 
officials and NGO workers around the subject of information and its value as an 
essential component of development action. This built confidence as was evidenced 
by the readiness of VIPs to approach officials directly, and by their mobile phones, 
with requests for information and for services. 
 
As with many of these programs, it was the support of external funds that enabled 
these NGOs to continue their outreach programs. The aim of the pilot was to prove 
the concept that the CICs could play a pivotal role in information dissemination 
through using a mix of ICT and human-enabled services. The intention was to set up 
a CIC Network or association and use these lessons learned to develop new service 
offerings for the NGO sector on a fee-for-service model. To date this has not 
eventuated as there has been little leadership since the end of funding, thus 
illustrating that even with the best intentions and proving the benefit of ICTs from 
external interventions, unless the local organisations sees the benefit the lasting 
impact is often reduced. 
 
This said, Buddhism for Development (BFD) and the Khmer Institute for Democracy 
(KID) were chosen for the UNDP pilot due to their commitment to information 
outreach programs and they have continued to operate these programs even with no 
extra funding. Through using ICT in its most pragmatic form, to find and 
communicate information, has now become part of their standard tools and the 
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equipment that was purchased through the Pilot budget continue to be used with the 
LCD projector and DVD player at community information events in Pailin still a 
popular tool for community education. Thus suggesting that if there is a match 
between the goals of the donor intervention and the local needs then an injection of 
funds and training can continue to provide for infomediary services as intended.  
5.4.5. Reseller Networks 
 
 
If one of the major promises of ICT as espoused in the ICT for development literature 
is access to markets, then this is the most significant contributor to the uptake of 
ICTs by social enterprises. It would then be logical to think that there is a benefit to 
be a part of an online network to take advantage of this network effect. However the 
majority of social enterprises have not fully taken up the potential of online forums 
outside of their formal association website. This study found that ICT is a link across 
the supply chain but not necessarily a direct sales channel, more for sales support 
and marketing usage. There are various reasons for this such as the lack of online 
banking facilities for Cambodian based businesses. However a number of reseller 
networks have overcome some of the barriers and provide successful outlets for 
social enterprises to make sales.  
Colours of Cambodia 
Colours of Cambodia is a social enterprise that acts as an agent for smaller NGO 
handicraft producers. Its, ability to effectively engage in the supply chain is impacted 
by the use of ICT. For a supplier that has email or fax, it is easier to manage orders 
and maintain stock in the outlet. But for those that do not have access to email they 
must rely on personal interaction in person or by phone to keep track of their orders 
via the shop. For the mangers of the Colours of Cambodia shops in Phnom Penh and 
Siem Reap, it is easier to liaise with those suppliers who have email. It may also 
have a positive flow on effect for increased sales and reduced stock holdings as ICT 
can assist in managing stock flows for both the retailer and the wholesaler.  
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As such it is the network effect of ICT usage that influences the uptake of ICT within 
these social enterprises.  
Khmer Product Promotions 
The only online hub identified that actively seeks participants is Khmer Product 
Promotions yet this is still limited to informational level with minimal interaction and 
no transaction capabilities. It does actively seek participants in the social enterprises 
sector through www.khmerproducts.com which offers free listings for Cambodian 
producers and distributors. As an online marketplace KPP believes that they can play 
a pivotal role in representing Cambodian products online. Small producers, NGOs, 
social enterprises and all provided an opportunity to list their company information 
and product line online via the commercial databank of Khmer made products. One 
of the few dynamic database driven websites in Cambodia, KPP is also often the only 
place that some social enterprises have an online presence. Of those included in the 
sample for this current study, a number are listed in Table 5.iv below. 
Table 5.vi Social Enterprises Listed on KPP37  
Organisation Khmer Product Promotion URL Own URL 
Rajana Association http://www.khmerproducts.com/rajana/ www.rajanacrafts.org  
Sentosa Silk Boutique http://www.khmerproducts.com/sentosa/  www.sentosasilk.com  
Smile Techno-Arts http://www.khmerproducts.com/smile http://www.camnet.com.kh/smile/  
Soksaabbai http://www.khmerproducts.com/soksabbaai/   n/a 
Nyemo Cambodia http://www.kmf.khmerproducts.com/ http://www.nyemo.com 
Chariya www.khmerproducts.com.kh/chariya  n/a 
Khmer Mekong Food Mfg www.kmf.khmerproducts.com n/a 
Khmer Silk Processing 
Association (KSPA)  http://aac.org.kh/aac/kspa.html  www.phalycraft.org 
 
Established by a group of young Cambodian entrepreneurs with an IT and marketing 
background and the energy and enthusiasm to promote Cambodian products, KKP 
has been able to benefit from GTZ’s private sector promotion program. GTZ provides 
technical assistance to KPP to represent more Cambodian products online and has 
encouraged them to expand their service offering into the provinces and working with 
provincial chambers of commerce. Currently the portal is heavily informational 
                                                 
37
 See http://www.khmerproducts.com   
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however visitors are encouraged to contact suppliers direct via the contact details or 
even through KPP who can help facilitate the process in local language. The 
acknowledgement that e-marketing is important to promote Cambodian products to 
international markets sets KPP apart from others in Cambodia, which, in turn 
influences their members view of the importance of this new strategy and way to use 
ICT to grow their business. Whilst they currently have no transaction capabilities they 
are ideally placed to move up the value chain and provide third party e-commerce 
services for their current and future clients. 
Worldhotel-link 
One of the most successful social enterprises to grow out of a donor project is the 
Worldhotel-link (WHL) which was initiated out of the IFC-MPDFs sustainable tourism 
program. In 2002 IFC-MPDF identified a number of limitations for small hotel and 
guesthouses for increasing their customer base and sought to use the internet to 
address this by providing online accommodation bookings. By working with local 
hotel associations in Phnom Penh and Siem Reap38 and neighbouring Laos and 
Vietnam, the WHL portals represented close to 600 hotels and generated 800 online 
bookings a month at the end of 2003. The solution was to create a local e-
marketplace in each case that would be able to share the costs, centralize the 
necessary skills and, most importantly, act as the interface between the local 
accommodation provider and the independent traveller. These local e-
marketplaces collect and maintain member information on the web and take 
bookings via email (working in English with travellers and in the local language with 
members). In this manner, the local associations earn commissions which stay in the 
local community.  
 
The original partner for the initiative was the Siem Reap Hotels and Guesthouse 
Association39 however the project moved over to Earthwalkers Fund Cambodia 
(EWF) that is a member of the WHL network. In common with all WHL partners, EWF 
are strong supporters of sustainable tourism, meaning care for the environment, local 
communities and local culture, through promoting best practices within the Siem 
Reap hotel industry.40 On the WHL site, social enterprises link in via the website and 
maximise their opportunities via vital ICT exposure. An additional feature of WHL is 
                                                 
38
  See http://www.angkorhotels.org, http://www.phnompenh-hotels.org 
39
  See http://www.catgen.com/angkorhotels/pressrelease.htm  
40
  See http://www.angkorhotels.org/aboutus.php 
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the unique sustainability rating designed for small accommodation providers, where 
travellers can give feedback on how well they ‘care for the destination’. By linking 
socially conscious travellers with social enterprises through ICT there are multiple 
benefits for the local community.  
 
The WHL system uses the web catalogue (www.catgen.com), funded by the World 
Bank information and development initiative infoDev which was also used in 
handicraft enterprises. A case study which uses Catgen peoplelink.org was featured 
in the review of infoDev programs (Batchelor, Norrish, Scott and Webb 2003) is 
somewhat contradictory as they highlighted the success, however eventually it 
seems that this initiative failed to make a commercial success as in 2006 it no longer 
sells handicrafts online. However the Catgen initiative has helped handicraft 
producers to sell their products via e-Bay so on a distributed model it works. 
 
As these examples suggest, the real success of ICT and development programs is 
dependent on targeted assistance from external institutions that focus on 
sustainability and the ability of the social enterprise to integrate ICT into their 
organisational process and business strategy. 
5.5. SUMMARY OF FINDINGS 
The findings of this study indicate that social enterprises that have been exposed to 
external influences have a different frame than those who have not. The results 
suggest that social enterprises that were exposed to external influences which 
actively support the use of ICTs for communication and marketing purposes do see 
the value of such tools. So by virtue of the development assistance provided, ICT is 
inherently promoted as a means to facilitate reporting between the donor and the 
recipient social enterprise. Thus suggesting that one significant influence on the 
perception of ICT in the social enterprise sector in Cambodia is the process of donor-
recipient relations and the dynamics of interaction at play. 
 
In conclusion, the major form of influence that external institutions have on the 
framing of ICT within social enterprises is due to the role and form of influence. 
Whilst it would be preferred, it is too simplistic to say that the interactions are on a 
linear trajectory.  As the initiator, intermediary or reseller, institutions influence the 
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shaping of ICT uptake and framing in the social enterprise sector. The complex 
interplay makes it a challenge to evaluate how external institutions influence social 
enterprises uptake of ICT. However this study hopes to have provided some insight 
into the intersection of ICT and social enterprises as represented in Figure 5.d. 
Figure 5.d Map of External Influences on Social Enterprises in Cambodia 
 
 
This chapter intended to identify the various external institutions that influence social 
enterprises’ perception and awareness of ICT in Cambodia. However to truly 
evaluate the impact the current study also need to consider how this is enacted in 
practice. Whilst many of the examples presented in this chapter have provided 
evidence in regard to this question, the following chapter will investigate in more 
detail the uptake of ICT by social enterprises and the particular uses. More 
specifically exploring how social enterprises use ICTs to conduct their business 
processes internally and across the supply chain. Connecting with different partners 
and stakeholders social enterprises use ICTs to expand their market and engage in 
global trade of goods and services. 
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Chapte r  6  
6. Research Question Two:  
Social enterprises’ use of ICTs – adoption 
and utilisation 
 
 
 
 
6.1. Introduction 
This chapter presents research the findings in regard to an assessment of local 
organisations’ ability to use ICTs in their operations. The specific research goal was 
to establish social enterprises’ current use and penetration of ICTs in Cambodia. 
 
The data collected was quantitative as the survey questions were tabulations of 
occurrences, and reporting of uses of ICT, more than the first question which 
measured perception. Analysis in this chapter is mostly presented in charts and 
observations of patterns in the data. These findings were then supplemented by 
examples of practice gathered from interview and document analyses. Other actors 
in the sector also provide a perspective on the use of ICTs in social enterprises and 
help complete the picture of the uses of ICTs and the dynamics at play in the sector 
in general. As the survey sample of was only 25 of the total sample population of 50 
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social enterprises, the results whilst not definitive but suggest some trends in the 
sector in Cambodia. These can be followed up with further research in the sector as 
a whole or the various sub-sectors in other countries in order to better understand the 
social enterprise sectors uptake of ICT. 
6.2. E-BUSINESS STATUS  
Commencing with an assessment of social enterprises e-business status, survey 
respondents were asked to identify which best described their current e-business 
status. Figure 6.a indicates that the majority of social enterprises surveyed had either 
an informational website (40%), or an interactive website (24%), whilst no 
respondents had a fully integrated e-business portal. Not surprisingly, the level of 
transactive websites was low given the limitation for e-commerce in Cambodia as 
reported by the USAID study in 2004. One example, Handmade Textile Association 
(CCC) www.silkfromcambodia.com website, is transactive complete with functioning 
online catalogue and shopping cart facilities. Email was common with 96% of social 
enterprises connected, even if they did not have a website, indicating that the basics 
of e-business are operational in Cambodian social enterprises. 
Figure 6.a e-Business Status 
Current eBusiness Status
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28%
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0%
Not connected/no email
Connected email no w ebsite
Informational w ebsite
Interactive w ebsite-email queries
Transactive w ebsite-online sales
Integrated w ebsite w ith operations
 
6.2.1. CURRENT ICT PROFILE   
The next step is to assess existing ICT utilisation in a broader sense of these 
technologies, in order to develop an ICT profile of social enterprises in Cambodia. In 
particular, the aim is to understand the level of penetration of newer ICTs in their 
operations in both internal and external business functions. 
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ICT Penetration 
The range of ICTs used by social enterprises surveyed was chosen in order to 
assess the level of e-capacity of the organisation. They were based on the indicators 
used in the UNESCAP e-Business for SMEs in the GMS (UNESCAP 2005) which 
provided a comparative data set for this current study. 
Figure 6.b Penetration of ICT by Type 
ICT Penetration
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The usage rates of both connected ICT, such as internet, and non-connected ICT, 
such as stand alone PCs not on a LAN, indicate the level of ICT integration in the 
organisation. The logic being that the more connected an organisation is with ICT, 
the higher their level of engagement with the networked economy. Hence penetration 
by type is an important indicator of the level of e-readiness of the social enterprises 
included in this study. The usage rates are also in line with common practice in 
Cambodia, with mobile phone penetration outnumbering fixed line by 68% to 100%. 
The lack of landline infrastructure is due to the civil war with little expansion of the 
original system apart from in Phnom Penh where the Japanese Government 
supported the Ministry of Post and Telecommunications to improve infrastructure. 
The preference for email at 96% compared to fax at 56% also indicates that newer 
ICTs have a higher penetration than traditional business tools. Public access is 
common for both fax and internet but the high cost of faxing overseas and the 
unreliability of the line means that people have shifted over to email as it is faster, 
cheaper and more reliable means of business communication. 
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Internet Access 
If a core component of e-readiness is the ability to connect and interact in the 
networked economy, then a key indicator would be the mode of internet access.  
 
Figure 6.c Internet Access 
Internet Access Payment Method
42%
46%
13%
Prepaid Postpaid Don’t know  / no
answ er
 
 
There are a number of options for internet connection in Cambodia, with eight 
internet service providers (ISP) registered with the Ministry of Post and 
Telecommunications (2006). For those social enterprises surveyed, 71% have their 
own internet subscription and 29% of these are with the private company Online with 
an ADSL connection. Even those on dial up accounts list Online as their provider, 
whilst a few others use free email from their mobile phone provider Mobitel. 
 
Whilst commonly accepted in the developed markets that business access is an 
organisational requirement, the ability to have a company subscription to an ISP is 
not always feasible in emerging markets. In the case of those social enterprises 
surveyed, 29% access internet via a public internet café. This has flow on 
implications for timeliness of email response with customers and also security of 
information. However, as with many SMEs, social enterprises are limited by lack of 
funds, and need to operate on a small scale until the business develops. One way to 
manage what can be an expensive budget item is through the use of prepaid access 
cards for either dial up accounts using a fixed phone line or via internet cafés. This is 
one way social enterprises are using the available ICT tools within their means. 
Mode of Internet Access
29%
25%
29%
17%
Internt Café Dial up ADSL Wireless
Broadband
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Allocation of ICT Resources 
Another indication of how well ICT is integrated into an organisation is by the 
allocation of resources to various staff positions. Of those social enterprises 
surveyed, the most common allocation of PCs was to management positions. When 
there was only one PC per organization, it was allocated to the general manager and 
often shared with the accountant or administrator.  
Figure 6.d Resource Allocation 
 
 
In the hospitality sector, Shinta Mani has centralised management access, whilst in 
the IT services sector, DDD and Yejj Info resource allocation is much more in line 
with the distributed model of individual workstations. So from this data it would 
appear social enterprises seem to have similar allocation of ICT resources as other 
SMEs in their relevant sector. This mirrors findings of The Asia Foundation (2002) 
study of SME use of ICT in the region from which some of the indicators for this study 
were used to map usage. 
 
An interesting example of PC allocation is in the case of Hagar Design where there is 
a PC in the sewing workshop. This enables the production manager to liaise with the 
rest of the management team and monitor orders, schedules and deliveries. It also 
enables women working in the workshop to feel connected to the whole process, and 
they know their work is monitored and they will be fairly paid. The introduction of the 
PC has benefited more than just the of the management of resources – it engenders 
confidence that Hagar Design is a professional and well-resourced business. 
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The high allocation of resources to the accountant (68%) and administrator (60%), as 
itemised in Figure 6.d is also supported by the reports of accounting software, 
administrative tasks and general accounting functions in other areas of the survey. 
The use of pre-packaged software as listed in Figure 6.e accounted for 60% of those 
surveyed, with another 28% using database packages. This suggests a fundamental 
use of ICT in internal management by the social enterprises included in this study. 
Figure 6.e Common Software Applications  
 
ICT Systems Development 
Of those surveyed, only two thirds had a management information system (MIS) 
designed specifically for their organisation. The majority of those who had a MIS 
developed were in the form of a database for various functions often to do with 
production and scheduling. After this, monitoring and tracking systems for orders and 
quality control accounted for the most common MIS developed. This was seen in 
both the handicraft and processing sectors with Hagar Design and Senteurs 
D’Angkor, which supports the contention that more advanced use of ICT focuses on 
internal rather than external business functions. 
Localised Services 
The prevalence of Microsoft Office packages, in particular Word, Excel and 
PowerPoint, further supports the contention that ICT is becoming standard in 
Cambodia. The local language software applications and operating system Khmer 
OS, only accounted for 16% of those surveyed which is a low penetration of local 
Khmer language applications. This may be an indication that the majority of use is in 
English and is therefore with external markets as communication via local language 
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is not widely used. There is an appropriation of Khmer language in Microsoft Office 
applications with a range of fonts such as Limon, however this is not Unicode 
compliant, which is the industry standard for software localisation. Once again this 
perhaps indicates that the use of ICT is not focused on the local market at this stage 
of adoption.  
6.3. EXTENT OF ICT UTILISATION 
This section explores the extent of utilisation for business process functions 
supported by ICT. One of the promised benefits of ICT is increased efficiency of both 
internal and external operations. Results suggest that ICT has improved social 
enterprise operations according to the perception of the managers surveyed. 
1. external communication with clients/customers 
2. accounting and financial management 
3. sales/marketing 
4. internal organisational communication 
5. inventory management 
6. external communication with suppliers 
7. service/product development 
6.3.1. ICT in internal business  
The social enterprises surveyed indicated a number of business functions where they 
currently use ICT (Table 6.i). To distinguish between connected and non-connected 
ICTs, a comparison of those functions that also use the internet is provided.  
Table 6.i Business Function  
Business Functions a) use ICT  b) also use Internet 
Product design  40% 36% 
Production scheduling forecasting  24% 20% 
Production 4% 12% 
Procurement/Purchasing 4% 0% 
Inventory and stock management 64% 32% 
Payroll processing  24% 8% 
Accounts management  68% 20% 
Banking 12% 4% 
Budgeting  52% 28% 
Employee training  24% 12% 
Human resource management   40% 12% 
Market research  28% 24% 
Internal communication  68% 44% 
Sales  64% 32% 
After sales services  28% 28% 
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Some observations of the data suggest that there may not be a clear understanding 
of the difference between ICT and internet. This is indicated by the disparity of 
responses regarding internal communication with 68% utilising ICT but only 44% 
utilising the internet. This could perhaps be explained by a synonymous belief that 
internal email does not require internet access, whereas external email does, as was 
the explanation given by one interviewee. In particular, if these results are read in 
conjunction with the data in Figure 6.h, there is a correlation between a high use of 
ICT for internal communication with sharing and dissemination of information. This 
combined with the 20% of social enterprises utilising instant messaging such as MSN 
or Skype as a communication tool, supports the claim in Figure 6.g, that internal 
organisational communication is improved through the use of ICT. 
 
6.3.2. ICT in external business 
Other comparisons such as inventory (64%) and stock management (32%) coincide 
with the data in Figure 6.g where internet linkage of inventory is a low 8% but 
coordination across locations is 16%.  
Figure 6.f ICT Uses 
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Similarly, the use of ICT in the design process receives a higher percentage than 
most in Table 6.i, with 36% and 40% respectively utilising ICT and internet for 
product design in the handicraft sector. This is matched somewhat in Figure 6.h with 
ICT being used as part of a collaborative product design at 12%. Interestingly, the 
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three organisations that indicated they used ICT in collaborative product design come 
from one of each of the sub-sectors: ICT Services – DDD; Handicraft – Hagar 
Design, and Processing/Production – Healthland Training Centre. 
 
DDD said they used ICT tools to work with clients to develop new services to meet 
their requirements.  
‘As many of our customers are in the USA and our offices are in 
Cambodia, we use Yahoo chat and email to make it easier for the design of 
the data entry systems. This helps us to be responsive and our customers 
are very happy to be able to work in partnership with the DDD project 
managers to make sure they get a service that meets their needs.’  
                                                         --Digital Divide Data (2005) 
In the handicraft sector Hagar Design also uses ICT to design their products in a 
collaborative process. The nature of outsourced fashion production means that 
designers may be located in Australia but the production is in Cambodia. So the 
creative and production processes are linked via ICTs through communication and 
design packages. Other handicraft enterprises interviewed for this study said they 
use email and digital pictures to show samples and get feedback from their clients 
overseas.  
‘It is important for us to be able to be clear with our customers, they have 
their idea and we have to try and make it for them. If we did not have email 
or the camera it would take a very long time to make a new design. But 
now we have these technologies to help us and we can improve our 
business step by step.’ --Manager, Handicraft Shop, Phnom Penh 
Another way to measure how ICT is used by social enterprises was to test a number 
of statements and determine that level of agreement survey respondents. Table 6.iii 
shows the proportion of those who either strongly agreed or agreed with the 
statements regarding external business engagement. The results suggest there is a 
clear connection between the use of ICT and business benefit, especially regarding 
what appears to be a direct correlation between email and increased sales.  
Table 6.ii External Business Engagement  
Statements of Agreement % agreement 
ICT improves our customer relationships 71% 
Email has increased our sales 73% 
First time customers use email to order 50% 
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The benefit of improved communication is also reflected in the high incidence of 
customer relationship management via email. The results in Table 6.ii further support 
the claim that ICT helps social enterprises to engage more effectively within their 
market by communicating directly with customers. As such it is reasonable to accept 
that the uptake of ICTs will be influenced by the needs of the market to communicate 
efficiently, thus illustrating how informal institutions impact on the uptake of social 
enterprises’ use of ICTs.  
 
Customer relations are a common area where ICT can add value. Whilst it is unlikely 
that a lead comes directly via ICT, of the social enterprises surveyed 12% have 
customers they have never met in person communicating only by email. This may 
also reflect the variations across sectors with accommodation bookings most often 
being initiated via ICT. However, in the case of Shinta Mani, it is often the personal 
recommendation of previous guests to their friends to visit Cambodia and engage 
with the local community; hence social enterprises have multiple ways in which they 
engage with external entities. 
Table 6.iii Customer Relations 
What is the BEST way to describe the way you work 
with your customers? % of SE Surveyed 
We have never met but only communicated via email/ICT 12% 
We first met in person then now communicate via email/ICT 80% 
We only deal in person when they visit Cambodia 0% 
 
The more common model is reflected by the 80% of respondents who combine a 
face-to-face business relationship which is augmented by email through ICT. 
Interview data supports this finding, as many contacts are made at trade fairs or 
sales events and name cards are exchanged with a follow up email to cement the 
new working relationship. As such the social enterprise sector is no different than 
other sectors as far as this combined method of both physical and virtual business 
process. An interesting finding relates to the actual method of data collection for the 
survey. Most replies were received by email, even though three options for data 
collection were offered: email, phone survey or face to face interview. This in itself 
indicates the acceptance of email as an avenue for communication amongst social 
enterprises. Although the results presented are aggregated across all samples, it 
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must be noted that the business process per sector may impact on the rate of 
uptake.  
Online Presence 
The most visible utilisation of ICT is seen in the websites of social enterprises.  
Of those surveyed, 68% had a web presence, whilst 50% of the total sample also 
had a presence on a number of online portals with their own individual listing and 
page complete with products and contact details. The uptake of free listings on 
association or infomediary sites (Table 6.iv) is the first step for many social 
enterprises to increase their presence in the virtual marketplace. It enables them to 
be represented in a cost effective manner until they are ready to host their own site.  
Table 6.iv Online Presence 
Infomediary % of total Sample represented 
Artisans Association of Cambodia 32% 
Khmer Product Promotion 12% 
Worldhotels.com  6% 
 
Of those social enterprises surveyed, the majority who did have a website were only 
at the informational level which corroborates the data in Figure 6.a. A comparison of 
current and future content on social enterprises websites is summarised in Table 6.v 
below. This also incorporates those organisations that either do not have any online 
presence or only are represented in one of the infomediary sites listed in Table 6.iv. 
Table 6.v Website Content  
Website 
Content 
Company 
Info 
Marketing 
Info Catalogue Pictures 
Price 
List 
Order 
form 
Inquiry 
form 
Eg social 
mission 
Current 60% 36% 40% 48% 16% 12% 20% 32% 
Future 16% 32% 20% 32% 36% 40% 32% 24% 
 
Further evidence that supports the informational status of most Cambodian social 
enterprises’ websites is the results of the survey of current content. The majority of 
existing sites have company information (60%), while only 16% see it as a priority for 
their future development of online presence. Pictures (48%:32%) and catalogues 
(40%:20%) of products were popular as was marketing information 36%: 32%. An 
area where there was an interest to develop websites was in the functions that 
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enable transactional e-business. The desire to add a price list 36%, and order form 
40% in the future indicates that these social enterprises are aware of the benefit that 
ICT can bring. The take up of e-business resources and facilities is still a intention of 
many social enterprises when funds are available, whether internally generated or as 
a grant from a donor. 
 
One social enterprise that utilises ICT across their practice is the Handmade Textile 
Association. Apart from their www.silkfromcambodia.com website and the obvious 
sales channel, the women silk weavers in Takeo Province have also received 
information on organic dyes via email from Germany. They then work with the 
technical advisors to put this new information into practice. What is potentially a 
simple act shows a real use of ICT, as a tool to communicate new practical 
information using technology as the means. Furthermore, the awareness of the end 
market and the importance of online traffic are represented by the following 
statement on the Silk from Cambodia website: 
 
Welcome to Silk from Cambodia the gateway for hand made artisanal 
quality silk! Poverty reduction by linking poor weaver communities to 
international markets 
As of Wednesday 25 October, 2006 the website had 37633 requests since 
Friday 20 May, 2005. 
This web shop is aimed at international customers. Orders of 50 items 
and up automatically receive a 15% discount. For larger orders of 50 
items and up or domestic orders within Cambodia please contact us 
directly.41 
 
A tailored message to international buyers suggests that this social enterprise is 
targeting their online strategy to engender confidence in overseas customers. 
Addressing one of the key barriers that developing countries face when implementing 
e-business is the level of assurance is paramount to encouraging international 
customers who often have concerns about dealing with suppliers in unknown, 
faraway places. It is for this reason the support of ITC through the website and e-
commerce facilities Silk from Cambodia is leading the way for others in the handicraft 
sector. In summary, this example illustrates that often social enterprises require 
external support or impetus to set up and manage their online presence until they 
                                                 
41
  See http://www.silkfromcambodia.com 
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can integrate ICT into their marketing strategy and see the intrinsic value that a 
website provides.  
6.3.3. Local ICT Resources 
One practical consideration in examining the uptake of ICTs is the capacity of the 
local economy to service the requirements of social enterprises. In order to assess 
the ICT sourcing of social enterprises, a number of questions were asked in the 
survey. Of those surveyed only 24% employ IT staff, and the remaining 76% rely on 
the services of external IT service providers.  
 
If we further consider if the status of having an internal IT department impacts on the 
perception of local service availability, we may find some correlation. Of those social 
enterprises that did not have their own IT staff, 32% of respondents did not feel 
adequate external support was available, whilst 58% did feel there was efficient and 
affordable support from the local IT industry. The range of services available from the 
local IT industry are also developing, as is the awareness of what ICT can deliver 
both social enterprises and business in general in Cambodia.  
 
A comparison of social enterprises in the two major towns, the capital Phnom Penh 
and the popular tourist town of Siem Reap, provide a slightly different view. In Siem 
Reap 66% of those surveyed felt IT services were lacking. The majority of this group 
were from the handicraft sector, and one of the larger enterprises Senteurs d’Angkor 
relied on family support from France to develop their website, as they did not feel 
confident in the local service provision. Of the hospitality sector, only Shinta Mani 
was represented and it was also the only enterprise that had an internal IT 
department, which is not surprising as it has the most advanced level of ICT 
integration. It is results such as these that indicate that there is a disparity across 
sectors and within the country that needs to be addressed if there is not to be a 
further digital divide in Cambodia. 
Local IT Service Provision 
The top five services contracted to outside IT providers are represented in Fig6.g 
below. ICT equipment accounts for 36% of social enterprises as an ongoing support 
service required by their organisation. Not surprisingly Telecom/ISP is the most 
acknowledged service at 56% as this is by its nature an outsourced service. 
Part C. Findings           Chapter 6: Question 2 Research Findings Page 128 of 228    
However, if we consider this 56% combined with only 16% for internet café then only 
72% of respondents identified that internet access was an external IT service which 
does not match with the findings in Figure 6.c with 71% having their own internet 
connection. Perhaps this relates more to the understanding of the respondents than 
an indication of the sector in general.  
Figure 6.g Outsourced ICT Services 
Top 5 ICT services required from local suppliers
16% 16%
32%
36%
56%
Online Services /
Content Services /
Directories / Forums
Internet Café /
Telecentre /
Community
Information Center
Web Design /
Graphic Design /
Multimedia Services
ICT Equipment /
Supplies /
Hardw are / Repairs
& Maintenance
Telecommunications
/ Internet Service
Provider
 
It is not until the provision of web design that there is any mention of specialised 
services, with a third of respondents acknowledging they outsource this function. 
There is another interesting anomaly, as only one respectively saw ICT Professional 
Services / IT Development / Database Design, ICT Support / Systems Administration 
/ Networking as provided by local IT sector. Considering the relatively high level of 
database utilisation 41% in those social enterprises surveyed as indicated in Figure 
6.f, and with a corresponding low percentage of internal IT staff 24% this calls into 
question how these specialized ICT systems were developed and maintained? This 
is outside the scope of the current study but is an interesting point to note for further 
studies. 
6.4. LIMITATIONS TO ICT UPTAKE 
Those surveyed were asked to identify what limits their uptake of ICT. This is 
important to gauge in so far as it provides a point of comparison for the external 
support programs that aim to foster the uptake of ICT in developing countries in 
general, and in the Cambodian social enterprise sector in particular. The majority of 
survey respondents said lack of funds and lack of human resource and capacity. This 
relates to the internal ability of the organisation to successfully utilise ICT, whether it 
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be purchasing new computers to enable more levels of management to be linked into 
the enterprise or hiring a designer to develop their website. The limitation of 
upgrading to a transactive website is more often limited by the lack of infrastructure 
for e-business, which a third saw as a hindrance to greater utilisation of ICT in their 
operations. 
 
It is interesting to note the relevance of ICT for suppliers is lower than for customers, 
which possibly indicates the point in the supply chain that utilises ICT. If one of the 
claims of ICT is that it reduces costs along the supply chain, then this is not born out 
by the data, as most questions relating to procurement of goods or services using 
ICT indicated it was not a popular strategy with social enterprises in Cambodia. This 
may also be the result of the low level of e-business penetration in the country as a 
whole, and in social enterprises in particular. As one respondent stated ‘the 
knowledge of ICT in the country is limited and not standard for all business it would 
be hard to deal with’.  
 
It is also important to acknowledge the variation to these findings across different 
sub-sectors of the social enterprise space. For instance, in the hospitality sector, both 
customers and suppliers utilise ICT in the procurement process and accommodation 
bookings such as Shinta Mani and SalaBai. Whilst in the handicraft sector, many 
outsourced workers are primary producers or suppliers working in remote 
communities. With limited phone access and only internet access in the provincial 
capital via public internet cafés such as Mekong Blue in Stung Treng near the border 
with Laos.  
 
If the majority of social enterprises see limited access to human resources as a 
hindrance to the successful uptake of ICT, then it is surprising that of those surveyed 
only a few outsourced IT Educational Services and Training for their staff, which is a 
poor indication of a way to address the lack of human resources internally. Hence 
social enterprises within the IT services sector directly address this need. This is why 
programs such as CIST and Yejj Info are focusing on providing training and in the 
case of Yejj Info, a mixed model of part in house and part outsourced IT support. 
Through innovative service design, combining education and acknowledging the 
limited resources, both financial and human, these social enterprises are working 
towards improving the IT services sector for Cambodia.  
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6.5. SUMMARY OF FINDINGS 
The chapter reconciled perceptions about ICT usage with quantitative data regarding 
existing utilisation in order to provide an overview of the current status of e-business 
amongst social enterprises in Cambodia. It was commonly accepted by survey 
respondents that their use of ICT would impact on their comparative advantage over 
others within their market. The implication is that organisations that do not utilise 
ICTs may be marginalised even further from international markets. This indicates that 
awareness is high as to the advantages ICT can provide social enterprises in 
Cambodia. As Fig 6.h below illustrates, whether the result of external institutional 
influence such as donor programs, associations or perhaps the market in general, 
social enterprises in Cambodia are aware of the benefit of ICT and are committed to 
integrating it into their operations, pending funds and availability of expertise. 
Figure 6.h ICT Utilisation in Social Enterprises 
 
Smaller enterprises such as guesthouses have been greatly assisted by the 
innovation of World-hotel Link, while handicraft producers have similarly benefited 
from the Artisans Association of Cambodia which links them to the online market, 
hence addressing the limitations they faced due to their scale of operation. It is the 
determination of those who do see the benefit of ICTs that have brought these new 
tools to these social enterprises in Cambodia. The next chapter will conclude the 
findings section by exploring the real impact of ICTs on the beneficiaries of social 
enterprises. 
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Part C: Findings and Discussion 
 
Chapte r  7  
7. Research Question Three:  
Outcome and impact of ICT  
– achieving social enterprises’ mission 
 
 
 
 
7.1. Introduction 
This chapter presents the results of the final research question which aims to identify 
key factors that enable social enterprises to successfully take up ICT in developing 
countries. The previous chapters have addressed the relationship between external 
institutions and the ability of social enterprises to use ICTs in their operations. A key 
component of that discussion focused on the role of donors in providing technical 
assistance to social enterprises in support of ICT uptake, based on the assumption 
that ICT and private sector growth contribute to development. Now the discussion 
turns to assess if ICT does deliver benefit to social enterprises by considering how 
ICT helps them to achieve their blended mission which combines commercial and 
community goals. It is hoped that the evidence presented here will contribute much 
needed insight into the impact of ICTs on development more generally. 
7.2. BLENDING THE DUAL MISSION 
This section moves to a core question of the study by addressing how the dual 
mission of social enterprises is enacted in practice and in turn, how ICT interacts in 
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this context. The new organisational model of social enterprises embodies a shift in 
the pursuit of sustainable development on all levels, financial, social and 
environmental. This move to a ‘blended value proposition’  (Emerson 2003) reflects 
the integration of the dual mission, which provides the context as to the contention of 
this thesis – that it is due to the very nature of social enterprises that ICT does bring 
benefit directly as it assists the overall mission and the ‘total value creation’ that 
social enterprises bring their beneficiaries. 
 
Initially it was thought that the benefit that social enterprises bring communities could 
be divided into two sides of the dual mission, business and social as illustrated in 
Fig7.a. However, as the research process unfolded, the realisation that the blended 
mission drives social enterprises had a profound influence on the resulting framework 
for analysing how ICT delivers benefit to target communities.  
Figure 7.a Initial Framing of Dual Mission Model 
 
 
 
To understand how this is manifested in practice, Table 7.i provides some examples 
of organisations’ statements of their mission from the survey results.  
Table 7.i Examples of Social Enterprise Missions 
CIST Bringing digital opportunities to underprivileged young people, that is developing an IT 
training centre 
Colours of Cambodia Provide fair trade channel for small producers and NGO products 
Hagar Design Our social mission is to train and employ highly disadvantaged Cambodian women while 
using our profits to financially support Hagar. 
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Khmer Mekong Food  Great jobs for young people and students Buying raw agriculture from farmer to push them 
grow more fruit and vegetable Provide nutrition and quality  Safe food to consumers 
Rajana Association Find Markets for small producers, give them the employment, send them to school 
Senteurs D’Angkor Good working conditions, share benefits with staff through a bonus system. Create 
employment for local villagers 
Sothea Khmer Silver 
Crafts 
Social welfare for people with disability and vulnerable poor people. Work and wage for 
poverty 
 
What is of interest is the intertwining of both business and social goals in many of the 
respondents answers. This suggests that the mission of these organisations is a 
blended proposition providing evidence of this new ‘business’ segment operating in 
Cambodia, with specific commercial and community development goals.  
7.2.1. Reframing to reflect the blended mission 
As a result of this investigation, there has been a slight departure from the originally 
perceived dual mission to the more blended version which is reflected in Figure 7.b 
the Social Enterprise Blended Mission, which highlights the potential outcomes of 
ICT in social enterprises. As this is a qualitative study, following naturalistic inquiry, it 
is usual for the research questions to evolve over the period of investigation. What 
was the original understanding, that the dual mission was two separate yet 
complementary missions, was due to the perspective as an outsider. Through 
examining the data it became evident that this distinction is more blurred than 
originally expected.  
 
Figure 7.b Social Enterprise Blended Mission 
 
 
As the Figure 7.b demonstrates, it is difficult to differentiate between the business 
and social drivers within the blended value proposition. Improved communication can 
be both with donors regarding monitoring of a social program such as DDD and 
UNDP, or to customers purchasing silk handbags for resale in Australia, in the case 
of Hagar Design through Craft Network. 
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Following on from the initial findings regarding the characteristics of social 
enterprises in section 1.1, this next outcome indicates that there is not a clear 
distinction between an NGO that earns income from selling craft, such as Tabitha 
Cambodia, to an IT company which has a policy of employing disadvantaged young 
people, such as Yejj Info. In fact, Yejj Info provides one of the best examples of the 
blended value proposition with their comprehensive mission statement below in 
Figure 7.c. 
Figure 7.c Yejj Info Mission  
 
Commercially. Socially responsible and financially sustainable business offering high 
quality IT services and training to corporate enterprise and local agencies. 
Socially. Poverty alleviation through education, skills transfer and access to employment 
to disadvantaged young people. Breaking the poverty cycle to those receiving these 
skills and the following generations.   
Ethically. Committed to facilitate ethical lifestyles through the Values Led Lifestyles course, 
developing stable, effective and productive members of society. 
Environmentally aware and pro active in promoting initiatives for a cleaner community. 
 
Now we turn to social enterprises themselves to measure their impact on their target 
community and see how ICT does or does not play a role in achieving their blended 
mission. The analysis will address the blended value proposition in conjunction with 
the social enterprise typology to determine the outcomes and impact of ICT on social 
enterprises. 
7.3. MAPPING THE BLENDED MISSION IN ACTION 
Social enterprise impact is predicated on the organisation's mission, the social 
objectives it intends to achieve, and what impacts can be measured as a result of the 
business initiatives. A defining ambition of social enterprises is that they support 
those disadvantaged in the community. Leading by example, social enterprises 
employ disabled computer operators at DDD, market landmine survivor’s art work at 
Colours of Cambodia, and encourage local communities to invest for their future 
through a community savings program at Tabitha Cambodia.  
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Exactly how this complex interweaving of social and financial sustainability is 
achieved is what this section aims to address. This manifestation of dual 
sustainability illustrates the true outcomes of the blended mission. What this study 
acknowledges is that these are inextricably linked, so to measure one in isolation of 
the other denies the new paradigm that social enterprises present.  
Defining Beneficiaries 
The next step is to identify the target beneficiaries of social enterprises’ blended 
mission. A useful tool from the UK is the DETR 2000 Index of Deprivation – a 
comprehensive index for comparing levels of deficiency across a range of issues. 
The index covers seven aspects of deprivation – income, employment, poor health 
and disability, education skills and training, housing, geographical access to services 
and child poverty. The framework was used in this study to assist interviewees in 
identifying target beneficiaries. The resultant categories were then used in the 
survey. The findings are presented in Figure 7.d below  
Figure 7.d Target Beneficiaries 
 
 
 
 
 
 
 
 
 
The categories in descending order represent lesser degrees of importance. The 
findings showed a high incidence of support for beneficiaries with disabilities; 
however women and youth are also a major focus of social enterprises in Cambodia.  
 
As this data is aggregated across different sub-sectors, another picture emerges 
(Figure 7.e). The handicraft sector supports beneficiaries from all categories, 
including street children and people living with HIV/AIDS, which neither IT services 
nor social enterprises from production sub-sectors supported. Although the survey 
provides just one set of data, the interviews and document analysis also identified 
that some other social enterprises supported these disadvantaged people in 
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Cambodia. Mith Samlanh works with street children through their restaurants Friends 
and Romdeng, and Khana is an association working with NGOs in support of people 
living with HIV/AIDS. Both recognize the potential that income generation activities 
can have in creating sustainable livelihoods for their target beneficiaries. 
Figure 7.e Comparison of Beneficiaries Supported per Sub-Sector 
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Modes of Assistance 
There is also notable variance between sub-sectors in the range of activities utilised 
to assist target beneficiaries as summarised in Table 7.ii.  
Table 7.ii Comparison of Assistance per Sub-Sector 
Assistance per Sector Handicraft IT Services Processing/ Production 
employment 56% 67% 100% 
provide programs/ workshops 33% 0% 33% 
training/ skills development 44% 100% 100% 
apprenticeship/ internship 6% 33% 0% 
as consumer to local producers (creating market) 28% 0% 100% 
as marketer of local producer’s products (intermediary) 28% 0% 0% 
as supplier to local producers 28% 0% 0% 
business showcase/ trade fair/ exhibition 33% 0% 0% 
assistance in business development 28% 0% 0% 
product design/ service development 22% 0% 0% 
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Social Programs 
Social programs varied from current to intended, yet the intention is there to 
continuously improve the social welfare and benefits to target beneficiaries.  
Figure 7.f Summary of Social Programs 
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DDD in particular saw its social mission as linked to its continuous efforts to improve 
the benefits to staff by employing more staff with the expansion of the office to 
Battambang, or offering more scholarships,. 
 
> DDD Home > Social impact > Educational scholarship 
  
DDD created an educational scholarship program that matched donors 
with operators to help defray the costs of education. The operators pay ½ 
of the costs and the donors contribute the rest. The operators are 
contributing their wages in a significant way and feel invested in their 
future, but the generous contribution of the donors allows them to make 
their hopes a reality. So far 80 such scholarships have been given out. 
The short working day at DDD allows operators to fit school into their 
schedule. DDD keeps the office open on Sundays for operators to use the 
internet for free and now the office bustles with operators doing 
research, writing papers and studying together.42  
 
Hagar is attempting to build a new shelter to increase in-house rehabilitation 
programs which will result in more trained tailors for Hagar Design to continue its 
expansion to new markets in Europe.  
 
                                                 
42
  See http://www.digitaldividedata.com/Social_impact/Educational_scholarship_program.asp 
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In both cases, the interrelated nature of the blended value proposition makes it hard 
to delineate a business from a social goal; hence it is fortunate that there are external 
methods by which the social impact of Cambodia’s social enterprises may be  
gauged. 
7.4. MEASURING THE SOCIAL IMPACT 
Social impact indicates a positive effect on the target population as a result of an 
intervention and can be measured. Social enterprises, like all development programs, 
have direct as well as indirect impacts. Alter (2004) provides some examples of 
social enterprise impact measurements and corresponding indicators. These were 
adapted to identify the outcomes (benefits) of ICT to social enterprises and in 
particular to assess the impact (attributable to ICT) of social enterprises in the target 
community. Survey respondents were asked ‘In your opinion how has employment 
with your organisation improved the livelihoods of your staff?’ and their response is 
shown as percentages of those who either strongly agreed or agreed with the 
indicators listed in Table 7.iii below. 
Table 7.iii Indicators of improved livelihoods 
Indicator % agreement 
Earning a livable wage 73% 
Provided new career opportunities 63% 
Improved food security  71% 
Improved family stability  71% 
Improved health 57% 
Improved access to education  57% 
Increased purchasing power  71% 
 
 
The nature of social development lends itself to monitoring and evaluation (DiMaggio 
2001), and often the indicators for these outcomes are clearly set during the start up 
of the venture. In the case of donor initiated enterprises there is often a logical 
framework or ‘logframe’ that sets out indicators for monitoring and evaluation. In the 
case of social enterprises the need to measure the triple bottom line means a range 
of indicators from both social and business areas are required. In evaluating the 
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impact of the current sample, a number of indicators were presented to social 
enterprises in the survey and the results are presented in Figure 7.g below. 
Figure 7.g Measuring Impact of Social Enterprises 
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The 44% incidence of evaluating performance against internally structured social 
indicators is promising as it suggests that these organisations are very clear of the 
need to meet their dual mission. This potentially could mean they will be more 
successful than an organisation that is not as clear on their strategic mission.  
 
Another category for measuring the success of achieving the social mission is 
through recognition from stakeholders. This included acknowledgement from peers, 
awards, and notes of appreciation from the most important people, beneficiaries and 
customers which accounted for the highest response rate. Although the survey data 
had a low incidence of recognition from development agencies/donors through 
awards, the other data collection discovered a number of awards and pride in 
showcasing social enterprises success in Cambodia is further explored below. 
7.4.1. External Recognition for Cambodia’s Social 
Entrepreneurs 
In order to fully appreciate the unique contribution of the Cambodian social 
entrepreneurial spirit, a number of organisations and individuals have gained 
recognition outside of the country in broader development circles such as the World 
Bank, Schwab Foundation and Rolex. The following examples provide strong 
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evidence of external acknowledgement and support for the developmental impact of 
the social enterprise sector in Cambodia. 
Acknowledgment of DDD’s Contribution to Development 
Acknowledgement of the achievements of social enterprises is an instrument of 
development intervention by donors. Often through the process, social enterprises 
are invited to nominate their own or their peers achievements in international 
competitions. This is reflected in the awards bestowed on DDD. The Global 
Knowledge Partnership and the Development Marketplace at the World Bank 
acknowledged DDD’s achievement in 2003. DDD won $157,813 in funding at the 
Development Marketplace to support expansion into new locations. This 
acknowledged that DDDs model of social and economic development could bring the 
benefit of ICT to those marginalised from the rest of society and connect them to the 
new economy from their place in a developing country. 
‘The Development Marketplace Award is an important recognition of the 
work that DDD has been doing in partnership with the donor community," 
said Jeremy Hockenstein, co-founder of DDD. "We have a strong belief 
that I know IFC shares. It is that some of the poorest people in the world 
can quickly enjoy the benefits of full integration with the global economy if 
given the job opportunity and training.’--(ICT4D-SE Toolkit, UNDP, 2004)  
Recognition of Hagar Founder as a Social Entrepreneur 
The Schwab Foundation for Social Entrepreneurship aims to explore a better way of 
financing social ventures. There is increasing acknowledgement of the benefit that 
social enterprises can bring to developing communities and the inaugural Schwab 
Foundation award in 2004 was granted to Pierre Tami of Hagar. Hagar’s objective is 
to reintegrate vulnerable women and their children into society. The synergistic 
relationship between non-profit and for-profit activities is essential to the rehabilitation 
and reintegration process. The key to Hagar’s approach is the understanding that 
rehabilitation will only be successful with reintegration into society.  
 
Hagar ensures successful reintegration, as women are given the chance to earn their 
living in one of Hagar’s commercial enterprises after education and vocational 
training. Providing employment in a more protected environment, these businesses 
supply additional vocational training and enable women to develop and maintain 
independent and productive lives in their communities. So indirectly, the experience 
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of the whole affects the individual, which is also the case with ICT and the flow on 
development impact. 
Award for Enterprise Resurrecting Khmer Silk 
Kikuo Morimoto was named a Rolex Laureate because of ‘his dream of resurrecting 
silk production as a model to help revitalise rural Cambodia’ through the Institute for 
Khmer Traditional Textiles (IKTT), established in 1996. IKTT and Morimoto provide 
livelihoods in silk weaving and dyeing to more than 300 Cambodians, many of them 
young women who would otherwise be begging from rich tourists at the nearby 
temples or following less respectable professions.  
‘What success we have enjoyed…has less to do with me than with the 
realities of poverty.  --Kikuo Morimoto, IKTT, Rolex Laureate 
The benefit of such an award is the exposure that it provides the initiative in 
Cambodia. The showcase of Kikuo Morimoto on the Rolex website43 provides a rich 
story of his experience in Cambodia. Through images and music the multimedia 
presentation engages visitors who may never have heard of the ancient Khmer 
tradition of Ikat which rivals Japanese and Indonesian silk. The link to the IKTT 
website and direct email links means that the exposure on the Rolex site can be 
leveraged to the benefit of the local producers. The site is bilingual in Japanese and 
English and is one of the only bilingual sites identified during this study. The 
Japanese market is very important to Cambodia and there is a strong relationship 
between the two countries with large bilateral aid and trade programs. IKTT provides 
an example of how the success of the social entrepreneur is acknowledged and how 
this can be built into an online strategy to further promote the Cambodian silk 
industry as a whole, as well as IKTT and the women weavers of Siem Reap. 
7.4.2. Impact of ICT and social enterprises in the 
target community 
Throughout this study, perceived impacts have been measured from the perspective 
of the organisation, and where possible examples of real life stories are provided. 
The nature, however, of many social enterprises, means that direct interviews with 
beneficiaries was not often possible as they need to be protected. In the case of 
Hagar Design, women come from abusive backgrounds and cannot be showcased 
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as it can put them in danger. So the social enterprise is fulfilling its role as caregiver 
making sure not to exploit the women’s personal stories. They do however present 
some success stories of women’s experience on a voluntary basis, as seen in their 
website with the story of Om Soun, 38. She felt so strongly about the opportunity that 
Hagar Shelter had given her and her children that she wanted to share her story to 
show others that they are not alone and that help is available. The inclusion of stories 
of beneficiaries on social enterprise websites is one of the most targeted uses of 
ICTs – it helps connect buyers with the communities they seek to help in a more 
direct way. In the case of Shinta Mani they go one step further, facilitate email 
communication between sponsors and the students they support, to update them on 
progress and make their support  a living experience. 
 
Another example of how ICTs are connecting beneficiaries into global business 
networks is in the revitalised silk sector. In provincial communities across Cambodia, 
women work at looms under their homes and through using mobile phones they can 
connect to their buyers directly. Consider the case of a woman in Takeo working with 
the Handicraft Association and the Mekong Blue program of the Stung Treng 
Women’s Development Centre (SWDC) initiative. Sophie44, 33, is now the best 
spinner at SWDC. Before she started training and working at SWDC, she had a very 
hard life, living with her younger sister, 6-year old son and mother after her husband 
left her. She would rent a bicycle for 1000riel/day (US$0.25) so she could get to the 
centre 7 km from her house as she was determined to take up the opportunity that 
the SWDC offered her for a better life. Sophie is now active in Mekong Blue and is 
featured on the website as a success story inspiring others: 
‘I decided to come to SWDC to learn new skills with a hope of changing my 
life. I woke up at 4am to go to my cleaning job, cleaning the house to fulfil 
my duty and working hard so to be free in the afternoon from 2pm to attend 
the literacy and health education class.’  -- Sophie, 33, SWDC 
The reality of distance and the hardship of trade in the countryside of Stung Treng 
show the reasons why simple ICTs such as mobile phones can have such an impact 
on the livelihoods of poor women and their families. The outsourced model of silk 
production and the various entry points for ICT to enhance the supply chain are 
increasingly being explored by donors and social enterprises in Cambodia. The 
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experience in Stung Treng is further illustrated through the local Community 
Information Centre (CIC) which is run by the Khmer Institute for Development, a local 
NGO, which has made the transition from a donor funded initiative to an income 
generating telecentre. The CIC is one of the few places that SWDC can access email 
to check their orders from their website. The CICs also conduct outreach programs in 
remote areas of the province to provide access to information using ICTs. 
 
The commitment of individuals to embrace the opportunities that social enterprises 
offer is what empowers others to lead by example. As with Ashoka’s leaders for 
change, the inventiveness that social enterprises offer and promote via ICTs is a self-
fulfilling nexus and through sharing success stories via a website such as 
www.mekongblue.com or www.hagardesign.com, these social enterprises are putting 
ICT to work for their dual mission, by raising awareness and celebrating the 
achievements of the real beneficiaries, these Cambodian women. 
7.5. IDENTIFIED BENEFITS OF ICT 
It is through the case of the Cambodian social enterprise sector that this thesis 
demonstrates the opportunity to address social issues through business initiatives. 
Benefits of using ICT, either directly as in the case of IT services with skilled labour, 
or indirectly by selling via an ICT-enabled intermediary. If one of the promised 
benefits of ICT is increased efficiency of both internal and external operations then it 
is important to measure how ICT impacts on social enterprise operations. In 
measuring the extent of ICT utilisation in the organisations surveyed, the perception 
on impact on operations was deemed an appropriate measure. As Figure 6.g 
illustrated the most common way ICT helped improve operations was through 
enabling external communications with clients and customers. This was further 
supported by the interview results, with most social enterprises seeing ICT as a core 
tool for customer relationship management. Simple ICTs such as phone and email 
were the dominant forms.  
Access to Markets 
Does ICT enable social enterprises to link into the global trade of goods and 
services? Through the application of ICT are social enterprises able to access new 
markets that they previously would have been excluded from? The fair trade 
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movement is a response by civil society to the potentially negative impact of 
globalisation (Redfern and Snedker 2002) It is important to acknowledge that the 
networked economy can potentially further marginalise producers in developing 
countries. Those wishing to redress this imbalance see the benefits that ICT can 
bring as a tool for trade (Caserta 2001). As illustrated in Figure 7.h, the majority of 
enterprises surveyed felt that ICT provided benefit in key areas of communication 
with customers (80%), and sales and marketing (64%), suggesting that social 
enterprises are using ICT to connect to markets and facilitate trade in ways 
previously not imagined.  
Income Generation 
One of the defining characteristics of a social enterprise is its income generation 
activities. This is in fact what differentiates them from others in the non-profit sector 
as the goal is clearly to earn income to support the social and business development 
of the organisation. What is of interest to this study is the role that ICTs have played 
in achieving this goal. Respondents to the survey were asked to respond to a number 
of statements which variously reflected their perception of the impact of ICTs on 
achieving increased sales or income. These statements were developed from the 
pilot assessment of DDD and some preliminary interviews with other social 
enterprises to identify the various ways impact is measured. The level of agreement 
is a combination of agreed and strongly agreed and suggests how these social 
enterprises see the relationship between income generation, employment and ICTs.  
Table 7.iv ICT role in Achieving Goals 
How do these statements apply to your organisation? % agreement 
Email has increased our sales 50% 
ICT has increased our profits 33% 
We have employed more staff as ICT makes it easier for us to 
do more work for our clients 20% 
Due to increased sales from using ICTs (website/ email) we 
have employed more staff 40% 
Due to increased income from ICT related we have been able 
to offer more social programs to staff 40% 
 
As the blended value proposition of the social enterprise is an interweaving of social 
and business indicators, it is not surprising that ICT helps to achieve both these 
simultaneously. Hence separating the business versus social is not that useful, for it 
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is this unique blended characteristic that perhaps makes the impact of ICT more 
successful than if it was separated into a silo approach for development. 
 
One concern with income generation is that the proceeds go to support the 
beneficiaries and are not inappropriately used for administration or unrelated costs. 
Of course this is entirely dependent on the structure of the social enterprise; however 
when direct sales are for goods produced by the target beneficiaries, customers like 
to know their purchase actually goes to help those who created them. This is where 
ICT can assist with clear communication and monitoring. An example of how this is 
enacted in practice can be seen on the Khmer Silk Processing Association (KSPA) 
website45 where they state clearly the promise that the income goes to those who 
need it. All income from the sale of these products are partly used to support Future 
Light Orphanage (FLO) activities and children whose numbers increase everyday. 
 
‘Your support in purchasing a product will inspire these young women  
to re-build their better lives and help us to realize our dream of being 
independent and give hope to the children.’ --(KSPA website, 2006) 
 
Employment Opportunities 
Choosing an appropriate target group requires prior knowledge and theoretical 
understanding of the social environment of the specific country. DDD identified their 
target group as people who fit one of these criteria: disabled, orphans (due to war or 
HIV/AIDS), rural poor and trafficking survivors. They also focus on youth providing 
entry-level positions and training in order to develop their career opportunities. 
 
DDD found that it is important when dealing with disabled people to give them the 
opportunity to prove their skills. On first appearance a young woman with no hands 
below her wrist may seem to have limited potential as a data entry operator; however 
once given the chance she has become a valued employee who upholds the 
required productivity levels without having any fingers. This is a prime example of 
how DDD has taken on the challenge of providing employment opportunities for 
disabled people and met both individual staff goals and general business needs. 
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Take the story of Eng Naleak who came to work at DDD as an operator. She was 
very happy to finally have a job since as she is disabled had tried at many places to 
get work but no one would give her a chance. DDD gave her the opportunity to work 
and also study accounting. Naleak showed potential and was promoted to the 
finance department as cashier and now uses her newfound IT skills to assist the 
accountant with the bookkeeping. DDD is committed to providing a career path and 
support internal promotion. Naleak likes the team approach at DDD as they always 
listen when she has an idea and everyone works as a team and this makes the work 
fun. Team leaders always encourage staff and because they believe in them they try 
their best.46 
Capacity Building 
Some social enterprises’ social mission encompasses capacity building, where target 
beneficiaries are provided training and work experience in using ICTs directly. In this 
case the social mission drives the adoption of ICTs. In the hospitality industry 
students are trained on hotel booking systems such as at Shinta Mani and are able to 
be prepared for real life experience not just the theory that class based learning 
alone provides. By embracing the experiential learning approach, ICTs can be used 
to simulate real life experiences and provide an advantage for skill development.  
 
One of the major concerns of the digital divide is not only physical connectivity but 
what Harigatti (2002) coined the ‘second term level digital divide’. Skills to effectively 
use ICTs highlight that connectivity alone is not enough to bridge the gap. It is with 
this in mind that some social enterprises, particularly in the IT services sector, are 
providing direct benefit to their target communities. DDD, Yejj Info and CIST all have 
training and skills development as a core program of assistance. Another social 
enterprise in the IT sub-sector, Yejj Technology, operates a Cisco Network Academy 
which provides formal training programs with industry recognised qualifications so 
that their students from disadvantaged backgrounds can engage in the IT services 
sector.  
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Yejj Values Led Business 
 
Yejj is an equal opportunities company, aiming to have more than 60% 
of staff from disadvantaged backgrounds, with an emphasis on females. 
 
The model employed by Yejj is profitable, breaking the donor 
dependency cycle, promoting a dynamic and responsive working 
environment, rewarding initiative and performance.47 
 
Strengthening Sponsor Relations 
One unique benefit of sponsorship in the highly competitive non-profit sector is that a 
personal relationship is built between a sponsor and a community. It is this 
connection that keeps them returning or undertaking fundraising activities in their 
home country continues sponsorship of either an individual student as in the case of 
Shinta Mani, or new facilities for the Future Light Orphanage, which is run from the 
proceeds from the KSPA. Communication via email is a key tool for this, enabling all 
phases of the relationship, prior to visit and post visit, to continue seamlessly. 
 
KSPA has also branched out to provide some guest accommodation at the 
orphanage on the outskirts of Phnom Penh. Enabling those who wish to make their 
contribution to the NGO through not only donations, or purchasing goods or services, 
guests can volunteer to work with the children teaching English or computers 
providing a true link to the community. The opportunity to personally interact with the 
children is actively marketed on the KSPA website and also has an online booking 
form to ease the process. 
 
 
Future Light Orphanage and KSPA 
 
“Spending time with these wonderful children and staff was one of  
the best experiences of my life! I could tell the children loved having  
me there with them, helping them with their English, playing and just  
paying attention to them. They even performed traditional Khmer 
dancing for us! I will never forget my visit to Future Light Orphanage 
and plan to return!”             --Volunteer, KSPA website (2006) 
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The form is then submitted and emailed to KSPA and then they communicate with 
the customer via email and finalise the booking and program for their visit. It is the 
seamless ability to engage and interact with KSPA even via a simple online form that 
shows how ICT facilitates this relationship. Cambodia unfortunately attracts 
paedophiles who visit Cambodia to take advantage of poor and disadvantaged 
children and women. The management of FLO take the care of their children very 
seriously and screen visitors to ensure they are not placed at risk but benefit from 
interacting with only genuinely interested volunteers who match KSPA's concern for 
the welfare of the children as a priority. 
Social Outsourcing 
Focusing on the philanthropic benefit of outsourcing to disadvantaged communities 
has been a unique strategy to counteract the backlash that US firms face as they 
outsource jobs overseas. Maximising this market niche, DDD shows that business 
can benefit communities in developing countries in a viable business model that does 
not exploit workers. DDD in fact targets beneficiaries from marginalised backgrounds 
and provides employment where others reject them. Through their social mission 
they provide educational scholarships that support their workers career development 
to leave DDD and take up new job opportunities. This then provides an opening for 
other disadvantaged Cambodians to join the workforce. Focusing on the staff’s 
professional development and achieving the business goal provides much more of an 
impact for local communities than charity. Businesses who value social contribution 
are happy to partner with social enterprises such as DDD as they can satisfy their 
needs to reduce costs through accessing an ethical supply chain. All of which is 
enabled by ICT as digitising content is the mainstay of DDD’s services.  
 
DDD also understand the benefit of social marketing and the role it can play in 
bringing a comparative advantage to competitors. They have actively sought media 
coverage and see it as a way to promote the ideals of their social enterprise to their 
potential market. With the backlash about outsourcing jobs overseas a public 
awareness campaign in the US is very important for an enterprise such as DDD. On 
their website they have a News section which lists articles and stories which highlight 
the experience of the organisation from an external perspective. As the article on 
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their website illustrates48, DDD knows the benefit their business brings young 
Cambodians like Nut Pove, the opportunity they would otherwise have missed. But it 
is sadly not enough to provide jobs alone, this is where ICT can help spread the word 
of the work being done in Cambodia and it is examples such as DDD which provide 
evidence of how this is being done. 
 
Although social outsourcing is more commonly connected with the IT services sector, 
the model is also used in the manufacturing sector. In the case of handicraft sector in 
Cambodia, many social enterprises work with designers from international markets to 
produce their products. Small boutique labels make connection with suppliers in 
Cambodia through agents such as AAC and Craft Network to arrange production. For 
example the designer in the US or Australia send design, colour specifications via 
email and the production is made to order. As Cambodian enterprises can handle 
small quantities and offer individual attention to design houses they are increasingly 
popular. Bronwyn Blue a Small Business Development Consultant, specialising in the 
craft sector, works with social enterprises to improve their quality control and designs 
to meet the needs of international market: 
‘Currently we’re working with a New York designer who visited Cambodia 
and was keen to do some work with the local producers. She sends an email 
and we work with the craft producers to translate her designs into reality. 
Many issues such as consistency of die which is a challenge with natural 
silk, however due to support from GTZ the quality of dies has improved 
immensely. Meeting international standards is vital to meet clients’ 
expectations. Social outsourcing is only viable when it is matched by 
delivery and there has been significant improvement. Most importantly the 
impact has been on the lives of the women who work in the sector. It is 
heartening.’  -- SME-BDS Consultant (2006) 
Trickle Down Effect 
Some social enterprises have been supported through donor programs such as the 
Sustainable Tourism program at MPDF. Highlighting the need for alternate activities 
for visitors to Cambodia resulted in a unique packaging of NGOs and social 
enterprises in the ‘Stay Another Day’49 initiative launched in June 2006. Those in the 
tourism sector realise that few benefits trickle down to the community level from the 
average tourist visiting the temples in Siem Reap. The strategy is to diversify 
activities for visitors, which in turn increases income for social enterprises in the 
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surrounding communities. A number of the social enterprises included in this current 
study are participants in this initiative. Shinta Mani is featured as a successful case 
study in both the printed brochure [Appendix 18] and website.  
 
In the case of Shinta Mani they have taken the initiative even further promoting their 
community outreach programs as part of the guest experience. They have in fact 
achieved the goal of ‘Stay Another Day’ as on average their guests stay 4 days with 
the final day spent visiting the village that Shinta Mani supports through their 
sponsorship program. Guests are encouraged to visit the village and see where their 
donation actually is spent after they return back to their home country. Shinta Mani 
acts as an intermediary for community outreach and uses ICT to communicate 
between sponsors and beneficiaries. Emailing pictures of donations in action with 
images of students in school or a new well being dug, the use of a simple digital 
camera and email the message can be sent around the world in a split second.  
 
The initiative encourages visitors to Cambodia to stay another day and engage in an 
‘alternate’ activity such as visiting an artist’s workshop at Rehab Craft Cambodia, a 
children’s shelter at Krousar Thmey, or partaking of a meal at Sala Bai Hotel and 
Restaurant School or the Paul Dubrule School of Hotel and Tourism, both social 
enterprises that train underprivileged youth to work in the many hotels near the 
famous Angkor Temple complex. A number of the social enterprises highlighted in 
this study are involved and this provides them a unique opportunity to connect to a 
new market of supportive customers. Participants on both sides of the equation value 
the experience thus suggesting that through linking seemingly unrelated 
organisations within an overarching goal transfers benefits to a broader community 
base. Actively cross promoting social enterprises through this initiative via the print 
and electronic channels provides another example of the unique benefits that the 
social enterprise sector can muster through ICT. 
7.6. SUMMARY OF FINDINGS 
This chapter presented the results of the final research question of the study which 
aimed to identify key factors that enable social enterprises to successfully take up 
ICT in developing countries. In assessing whether ICT delivers benefit to social 
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enterprises, this chapter considered how social enterprises’ use ICTs to achieve their 
dual mission.  
 
A core finding was how the blended mission is enacted in practice and in turn, how 
ICT interacts in this context. This study argues that it is the integration of the dual 
mission, which is the very nature of social enterprises, that ICT brings benefit directly 
as it assists the overall blended mission and the ‘total value creation’ that social 
enterprises bring their beneficiaries. 
Figure 7.h Map Total Value Creation 
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Chapte r  8  
8. Discussion 
 
 
 
 
8.1. Introduction 
This chapter discusses the major research findings in context of the wider body of 
knowledge. As outlined in the literature review in Chapter Two, there are a number of 
fields that this study draws upon to map the intersection of ICTs, development and 
social entrepreneurship. This study aimed to gather lessons, from the experience of 
social enterprises in Cambodia in order to identify potential factors that enable this 
evolving SME sector to engage in e-business in developing countries. Through 
identifying the development impact on communities involved in social enterprises, 
and demonstrating the opportunity to address social issues through business 
initiatives, it argues that the social enterprise space provides a unique location in 
which ICT and development can have a beneficial impact. 
 
What is of interest at the conclusion of this study is the impact and outcomes of ICTs 
to social enterprises or as Heeks (2005d)  calls it the ‘externalities’ of e-development, 
which he claims is more about ‘transformative impact’ over a longer period. In 
acknowledging that many ICT initiatives have failed in developing countries (Heeks 
2002b), this chapter considers the potential transformation e-development can bring 
the poor and disadvantaged in developing countries in the context of the experience 
of Cambodian social enterprises.  
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8.2. SOCIAL ENTERPRISES AT THE INTERSECTION 
OF ICT AND DEVELOPMENT 
The field of social enterprises is a new form of development intervention and has 
become an increasing phenomenon as the focus in international development shifts 
to sustainable socio-economic growth. Research into this sector began with IFC-
MPDF (IFC 2005) with the task of identifying the universe of ‘Grassroots Business 
Organisations’ in Cambodia, Lao PDR and Vietnam. The results of that study 
indicated that Cambodia had the most active social enterprise sector in the region. 
The IFC believed that Cambodia presented an opportunity to support successful 
social entrepreneurs and learn from their experience, in order to replicate it in other 
developing countries. The acknowledgement by donors, NGOs and social 
visionaries, all working towards a new approach to development, saw Cambodia as a 
unique environment to enact this development alternative. These factors combined to 
provide the impetus for the location of this study, to explore ICT and development, to 
see if this particular sector provided more evidence of success than other sectors 
previously studied, such as SMEs. The result of the study concurs with this 
perspective. What is of interest is how this central finding relates to the greater body 
of knowledge on the intersecting fields of ICT, development and social enterprises. 
 
Most current literature addresses ICT, development and social enterprises as 
separate spheres and there are few studies connecting the fields. One area of 
research that does engage both disciplines is the issue of ‘social outsourcing’, or as 
Heeks (2005c) alternatively calls it ‘developmental outsourcing’ or, ‘IT fair trade’. The 
study by Arun, Heeks, and Morgan (2006) addressed some of the issues of the social 
enterprise sector highlighting how India's Kerala State government through its 
"Kudumbashree" initiative50 has supported the outsourcing of segments of public 
sector IT work to women’s collective social enterprises.  
 
This study supports Arun, Heeks and Morgan (2006) contention that that the need for 
outsourced IT services can be used to address development purposes. This study 
also identified that Cambodia’s growing IT industry has a number of social 
enterprises moving into providing business services, actively promoting the benefits 
of social outsourcing to clients in the US (DDD) and France (CIST). In that sense, 
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this thesis has documented Cambodia as an alternative to the Indian experience of 
social outsourcing and presents an additional perspective of this growing global 
industry. 
 
The correlation between organisational maturity and success was identified by IFC-
MPDF as a key indicator for potential growth in the grassroots business (IFC 2005). 
This study supports that correlation by showing that management awareness, 
understanding of market factors and capacity of the staff were all important factors in 
the ability of Cambodian social enterprises to benefit from external institutional 
assistance in support of ICT uptake. For example, only firms who met a certain 
criteria were selected to be part of the pilot program for the Craft Network. Thus 
illustrating the importance of membership combined with the support and benefits 
afforded to organisations from donors in influencing ICT uptake as well as 
perceptions as outlined in Figure 2.c.  
 
In order to achieve e-development sustainability at the project level a number of core 
factors have been identified by Heeks (2005), in particular, the organisation needs 
capacity and to be ready for any ICT intervention to be successful. This finding is 
also supported by the findings of this study. In the case of Craft Network, technical 
assistance was provided through a consultant conducting a value chain analysis in 
order to identify ways to improve productivity and meet expected sales increase. This 
was valuable assistance in helping prepare local silk producers to meet increased 
orders which are often the result of marketing activity such as the new website or a 
trade fair. If the production capacity is not sufficient to meet demand then any gains 
that ICT can bring in regard to increased sales and access to new markets will be 
lost. If fulfilment is not met then the opportunity cost makes it an expensive exercise. 
Hence donors such as the IFC-MPDF spend time to develop a pilot program to trial a 
new approach and then once it is proved successful then it can be scaled up to 
include others in the local market or the region.  
 
Craft Network was piloted in Cambodia in 2005 and replicated in Indonesia in 2006, 
each with interactive websites that showcase the network to global markets. The goal 
is that once the pilot projects have run their course, the initiative needs to continue on 
a self-sustaining basis. This isn’t only a risk in the association as a whole but in the 
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use of ICT also. The website51 is established and the showroom is set up with staff 
and computers to facilitate orders for overseas buyers and local suppliers. The 
question remains, once the seed funding is finished, is there a sustainable business 
model to carry on the services? Or will it go the way of many other such initiatives as 
Heeks (2005d) and Gurstein (2005) warn. 
 
At the completion of this study, the outlook for Craft Network was promising; with a 
business plan and commitment from the members once the consultants had finished 
the pilot. One concern that this research wishes to raise is that the Craft Network 
website is a complex design-centred site, built in macromedia flash with no catalogue 
and limited interactive benefits for potential customers. It will require specialist IT 
skills to maintain and develop, which may require external support once again. As is 
often the case with donor initiated programs, the level of maturity of the enterprise, 
the commitment and buy-in of the partners and the alignment with the resources and 
capabilities of the members, all impact on the long term viability of such initiatives. 
 
In summary, this thesis explored the case of one sector in one country to see how 
the intersection of social enterprises and ICT could enable sustainable e-
development outcomes and socio-economic growth. To further investigate the 
complex nature of the interactions between the development agenda of donors and 
the reality of engagement within social enterprise space, the following section maps 
the trajectory of an ICT project in Cambodia. This case highlights the issues that 
Heeks (Heeks 2005d) raised in regard to the need for a long-term vision and not a 
focus on short-term deterministic success if e-development is to be achieved. 
8.2.1. The Trajectory of a Social Enterprise 
To fully understand the potential for e-development and the blended value 
proposition presented by the emerging social enterprise sector in Cambodia, the 
example of the Community Information Centre (CIC) program is presented as a 
cautionary tale to heed concerns for the sustainability of e-development (Gurstein 
2005; Heeks 2005d). The CIC telecentres made the transition in late 2005 from a 
100% donor funded NGO project to earning income from activities. This shift in 
program focus, and need to become self-sustaining, was a significant challenge for 
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the CICs as they were established in 2003 as not-for-profit entities under five local 
NGOs in 22 provinces. USAID funded the initiative under their democracy and 
decentralisation program and it was implemented by The Asia Foundation. The aim 
to provide ‘greater access to news and information for people and organizations in 
provincial areas in order to facilitate the dissemination of election-related information 
and to aid in the growth of civil society’ (Kolko 2005 p8).  
 
In order to assist in this transition, The Asia Foundation sponsored a workshop to 
support the CIC Managers in making the required shift: The Business Development 
for Social Enterprises: CIC Managers Workshop52. The most significant learning 
outcome of the workshop was the change in perception that the Centres were no 
longer just social entities but could engage in business activities to support their 
central social mission. The Social Enterprise Map (Figure 8.a) provides a visual 
overview of the CICs during their transition and how they shifted from a sole to a dual 
mission model.  
Figure 8.a CIC Social Enterprise Map 
 
 
The balance between social mission and sustainability should still be considered a 
risk when it comes to the future of the Centres as this is not the accepted model in 
Cambodia, especially in the provinces where the CICs are located. So whereas this 
current study intended to explore how external institutions influence the perception of 
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ICT, in the case of the CICs where this was definitely the case, there is another 
unexpected finding, in regard to external institutions influencing the reframing of the 
partner NGOs into social enterprises. The transition was as a result of the change in 
donor funding status and whilst this is not an ideal way to manage any development 
program, the outcome has resulted in a transformation towards sustainability – yet 
the long term viability of the CICs is still undetermined. 
 
Even though the original goal was development focused with an information and 
technology strategy which is in line with Harris’s (2004) model Figure 2.f. However, if 
it is not sustainable (Gurstein 2005) then what’s the point? At the time of writing this 
study, the majority of the CICs had closed due to lack of funding proving that the 
donor dependence model that they were initiated under was not able to be realigned 
to a self-sustaining model. Two of the NGO partners have managed to integrate the 
CICs into their operations; Khmer Institute of Democracy still operates the CICs in 
Stung Treng, Kampong Cham and Kratie whilst Buddhism for Development 
continues to work with the communities in Pailin, Battambang, Siem Reap and 
Banteay Meanchey. In spite of the challenges the case does provide evidence of the 
complex dynamics of ICT-SE – and provides some lessons as explored here. 
 
Continuing in response to the first research question – on how external institutions 
influenced social enterprises awareness of ICT, the CICs provide another unique 
perspective. A number of the partner NGOs had never had any exposure to ICT prior 
to the project and were more comfortable in their grassroots activism, so in this 
respect the external institutional support did influence the perception and uptake of 
ICTs in these provincial locations, not only for the NGOs but the communities they 
served. The network of Peace Development Workers from Buddhism for 
Development (BFD) never having used a computer, let alone the internet, embraced 
the program and became some of the CICs to continue services after funding was 
stopped. After the arrival of the CIC program, BFD centres in former Khmer Rouge 
stronghold Paillin and isolated communities in Stung Treng serviced by the Khmer 
Institute for Democracy were able to connect and be informed. The commitment of 
the CICs run by these two NGOs, BFD and KID is an example of social enterprises 
achieving the three E-development Sustainability Factors (Figure 2.g; Heeks, 2005e). 
However, taking ICT to the next level as far as their core program values that could 
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benefit from online activism for social enterprises in Cambodia is yet to be fully 
maximised but awareness is increasing of the potential that ICT provides. 
 
Some argue, the activities of a telecentres can be regarded as a social service, to be 
financed as part of the budget for other social sectors (education, health, 
decentralization), (Gómez, Delgadillo and Stoll 2001) so that its development mission 
can be sustained over time. This was the recommendation for the continuation of the 
CICs (Hutchinson 2006; Kolko 2005) and the reorientation for them to provide fee-
for-service to the local NGO and development community who valued their provincial 
network and grassroots contacts. Apart from the pilot project on Strengthening 
Access to Information by UNDP (Tripleline 2005) which proved the concept, the 
follow up on providing a service contract to external contractors has not eventuated. 
Also to date the CICs have not managed to work together to achieve the 
recommendations without the external coordinating leadership that a donor provides. 
Thus illustrating how external institutions do influence local uptake of ICTs and the 
lesson from this experience is that for a social enterprise to be successful it must be 
envisioned as a self-sustaining model with clear social and business missions from 
the outset.  
 
The issues identified are amplified in the case of the telecentre sector (Badshah, 
Khan and Garrido 2003; Gómez, Delgadillo and Stoll 2001; Proenza 2003) which has 
been also been shown in the case of the CICs in Cambodia. On yet another level, the 
risks for ICT-SE has a more complex dynamic of challenges to address in order to be 
successful, meeting social stakeholders. Perhaps the added element of the social 
enterprise compounds the sustainability issue but this is a core that must be 
addressed to achieve a successful ICT-SE. The particularities of social enterprises 
combined with the challenges that many other ICT and development projects face as 
documented by Heeks (2002b) Curtain (2004) and Batchelor, Norrish, Scott and 
Webb (2003) suggest that it is not just the telecentre sector which faces challenges.  
It is this study’s contention that ICT initiatives that have a development goal which 
need to be financially sustainable through earned income are in essence all social 
enterprises. Thus further supporting this study’s contention that social enterprises 
provide a targeted sector in the development arena may provide a location for 
successful ICT and development. Through documenting this emergent sector this 
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study hopes to add to the debate of this new phase of ICT and development – ICT-
SE.  
8.3. INSTITUTIONAL INFLUENCE ON THE ICT 
FRAMING OF SOCIAL ENTERPRISES  
The initial research question sought to identify the external influences that framed 
social enterprises uptake of ICT in Cambodia. After reviewing the data the 
taxonomy53 of institutional roles was developed (see Figure 5.a). The three main 
institutional roles that influenced social enterprises were: initiator, intermediary and 
reseller. Apart from donors there were a number of other institutions including 
associations, private sector firms and NGOs that had some role in social enterprises 
which indicated that the relationships and interplay between the various actors in the 
social enterprise sector was more complex than originally thought.  
 
Next was the need to identify the form in which external influence for social 
enterprises manifests. This study found that technical assistance from donor 
institutions is the most common form in which external influence is enacted in 
practice. In particular, Cambodia was included in a number of donor initiated 
programs which, although mostly focused on SME support, by chance, social 
enterprises were also included. The next section provides a synthesis of the 
international development agenda in relation to the influence it had on framing social 
enterprises perception of ICT. 
8.3.1. International Development Agenda Key 
Influencer 
The international development agenda drives donor programs and the prevailing 
regime of truth regarding ICTs, is that they can bring benefit to producers in 
developing markets. Since this is an emerging field of study, the initial hype has been 
replaced by realistic assessments of the real impact of ICT in developing countries. 
Building on the field of ICT and development (Cecchinia and Scott 2003; Curtain 
2004; Gurstein 2005; Harris 2004; Spence 2003);  there is a growing body of 
knowledge on the particular use of e-business (Duncombe and Heeks 2001; Heeks 
and Duncombe 2001; Humphrey, Robin, Paré and Schmitz 2003; Molla 2004a; Molla 
                                                 
53
 See Fig 5.b the External Influence Identification Framework 
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2004b; Molla 2005a, 2006; Molla and Licker 2001, 2005; Montealegre 1996, 1998, 
1999) as a practical implementation in developing countries and emerging markets. 
 
A major donor in the field of ICT for development is UNDP whose approach is best 
captured in the Asia Pacific Development Information Program (APDIP). As a donor 
agency one initiative that has helped disseminate both theoretical and practical 
approach has been through the numerous e-primer series that addressed key areas 
of ICT for development. In particular the role of ICT in poverty alleviation (Harris 
2004)   provided a foundation for this study from which to assess the development 
agenda. This combined with the e-commerce primer (Andam 2003) provided some 
insight into how the international development agenda may have influenced the 
uptake of ICTs by the social enterprise sector in Cambodia.  
 
UNDP-APDIP advocates that any new initiative that seeks to utilise ICT solutions 
must be focused clearly on an achievable development objective. This approach has 
been actively pursued in Cambodia whereby donors have focused on a more general 
development objective such as SME support (ADB) and rural livelihoods (UNDP), 
where ICT is a tool and enabler for development, not a means to itself. However, 
donors working in private sector development such as GTZ believe that the IT sector 
can be a new area that can spur economic growth. With the large number of 
university graduates entering the workforce each year that are computer literate and 
ready to use ICT in whatever career is open to them. It is this dynamic environment 
that shows there are all three approaches (Duncombe and Heeks 2001) to ICT and 
development at play in Cambodia. 
 
Now the discussion turns to analyse the findings in relation to this wider regime of 
truth of ICTs and development as embodied by the major donors’ active in 
Cambodia. Using the model (Figure2.d) to assess the perception of ICTs within 
social enterprises as the framework; the results reflect a range of approaches to ICT 
of social enterprises in Cambodia. Considering these results in combination with the 
data presented in Chapter Five would imply that ICT is embedded in multiple forms 
within the sample of social enterprises. This suggests due to the active nature of 
donor involvement in the SME, ICT and social enterprise sectors in Cambodia, 
external institutions have influenced social enterprises to some degree.  
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The allocation across sub-sectors offers another comparison in which to consider the 
results. Naturally those social enterprises such as DDD, CIST and Yejj are all in the 
IT sub-sector and fit the model of employment (Alter 2004) through ‘social 
outsourcing’ (Heeks 2005c). Whilst the others in the handicraft sub-sector tend to use 
ICT as a tool and those in hospitality and processing sub-sectors have a higher level 
of integration following the mainstream use of ICT in their operations for stock control 
and reservation systems. Whether this is a result of donor intervention or the nature 
of industry standards and market forces is unclear, however this study concludes it is 
most likely a combination of both.  
 
Donors often assist social enterprises in adopting ICT which is a result of the 
perceived need of the market to be ‘connected’ in order to engage with customers 
and improve the economic performance of the enterprise. Some of these issues will 
be addressed in the next section which considers the use of ICT among social 
enterprises. In summary this study surmises that the complex interplay of external 
institutions whether donors, private sector, associations, NGOs or the market, the 
social enterprise space in Cambodia provides a rich tapestry of experience from 
which to learn. 
8.4. USE OF ICTS AMONG SOCIAL ENTERPRISES  
The results of the study found that both internal and external business functions 
utilise ICTs to varying degrees. The results answer research question two thus 
supporting the contention that ICT is being used by social enterprises in Cambodia to 
better manage their operations, and in turn support their beneficiaries.  
 
At this point it is worthwhile comparing the study results against standards in the 
Greater Mekong Subregion in order to see the performance of ICT uptake by social 
enterprises in Cambodia within context. According to the results of the UNESCAP 
Needs Assessment Survey54 (Table 8.c) among the ICT tools, fixed line telephones 
are used most (93%); personal computer is ranked the second (90%). Fax, mobile 
phone and internet are also used, responded by 89%, 88% and 88% respectively. 
                                                 
54
 This survey was implemented with the main objective to gain information from the GMS countries about the current 
level of information and communication technologies (ICTs) that have been adopted among enterprise support 
agencies. However, item 3.4.4 Current use of ICTs, expectation of the ICTs’ impact on SME clients measured 
the perceptions of ICT usage of SMEs, thus providing some context in which to asses the Cambodian social 
enterprise sector in the region. 
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Table 8.i UNESCAP Data re SME ICT Usage 
 
Considering these results in tandem with the UNESCAP (2005) National Stakeholder 
Consultations and the desk study it is accepted that advanced ICTs are not as widely 
used as the traditional ICTs, a finding that was also born out of the current study of 
social enterprises use of ICT in Cambodia. The sample of this study showed the 
preference for email at 96% compared to fax 56% also indicates that the newer ICTs 
have a higher penetration than traditional business tools in this sector in Cambodia. 
One anomaly was in regard to phone usage rates with mobile phone penetration 
outnumbering fixed line by 100% to 68%. This is in line with common practice in 
Cambodia as the mobile infrastructure has surpassed fixed line making Cambodia 
one of the first countries where mobile telecom subscribers outnumbered fixed line in 
1993 (Gray, Minges and Firth 2001).  
 
One of the main recommendations from the UNESCAP study was that donor 
programs need to consider how to engage SMEs in using more advanced ICTs in the 
future and meet the perceived need of the market. One proposal was for associations 
to lead the way with web based services to members as an example of e-business. 
As seen in Chapter Five, this has been the case in Cambodia, particularly in the 
handicraft sector with a number of associations representing social enterprises 
online. Through examining the results of social enterprises usage of ICT in context of 
the region, this study hopes to have provided a more complete picture of the sector. 
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8.4.1. ICT Status as Stepping Stone to E-Business  
One model that can help map the use of ICT in social enterprise is the 'stepping 
stones' to e-commerce (Heeks 2000a p4) Originally the model was presented in the 
context of capacity-building requirements for adoption of e-commerce by those in 
developing countries which are one of the strands that Heeks recommended when 
analysing e-commerce for development. This combination of factors makes this 
model relevant for this current study as it combines the issues if use and impact in 
one. Relating to question two it provides a framework in which to consider social 
enterprises’ use of ICTs. 
Figure 8.b Stepping Stones to eCommerce in Development  
 
 
 
 
 
 
 
 
(Heeks, 2000 p.4) 
 
The results of this study (see Figure6.a) indicated that the majority of social 
enterprises surveyed were either at Step 1 with an informational website (40%) or at 
Step 2 with an interactive website (24%). There were two organisations at Step 3 
with an online shopping facility and the three social enterprises working in the IT 
services sector were at Step 4. Comparing the results of this study against similar 
studies provides some clarification of the findings that Cambodian social enterprises 
are at the precursor level with a view to move along the trajectory as their capacity is 
built thought practical experience, training and support from donors and industry 
alike. 
 
According to the study by Humphrey, Robin, Paré and Schmitz (2003) overall their 
findings saw that the main effect of B2B e-commerce was to enhance the 
relationships between existing trading partners. Their report found ‘very little 
business with new firms was being generated by using internet-based B2B e-
commerce’ (p.i). The findings of this study in Cambodia concur with these general 
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trends with 80% of survey respondents stating that ‘we first met in person then now 
communicate via email/ICT’ whilst only 12% said ‘we have never met but only 
communicated via email/ICT’. Thus supporting the finding that ICT supports the 
existing value chain relationships as opposed to forging new ones.  
 
The general observations regarding limitations to uptake are similar to the challenges 
that most SMEs face, lack of funds, lack of trained human resources and lack of 
capacity to apply advanced ICTs to internal operations. This concurs with other 
literature in the field such as Moyi (2003) and Duncombe (2004) who acknowledged 
that SMEs in developing countries faced constraints in formalisation of information 
systems. Visually Duncombe’s model (Figure8.d) of internal and external factors 
provides a conceptual summary in which to view this study’s findings. With the 
addition of the donor sector as an external pull factor for the social enterprise sector 
this provides a good illustration of the issues faced by the social enterprises in 
Cambodia. It also indicates how social enterprises will need to formalise their 
information systems if they are to embrace the full benefits of ICT in their internal 
processes and external relationships. 
Figure 8.c Internal and External Influencing Factors Critical to            
Formalisation  
  
 
One finding that was unexpected was more to do with the use of ICT as a marketing 
tool, a finding that bridges both research question two and three, namely use and 
benefit. The potential that ICT can bring social enterprises is explored in the next 
section. 
8.4.2. ICT Linking Social Mission to Market Niche 
Perhaps the most underserved use of ICT was in promoting the social mission as a 
market niche. As far as examples of their social mission activities, only 32% currently 
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and 24% potentially have examples on their website. Given the niche market that 
their social mission presents for potential sales this is an area that could better utilise 
ICT to communicate the social benefit that these enterprises offer as a value add. In 
the case of the leading social enterprises that do market their social mission as a 
comparative advantage, their examples and stories of beneficiaries help put a human 
face to what can be a sterile business transaction. This is what sets social 
enterprises apart from their competitors in the market and is a unique point of 
difference that can benefit from ICT to further spread the word. This can be done by 
networking and linking via the internet in an effective e-marketing and e-
communications strategy. By monitoring online reports about their social enterprise, 
news clippings and links to related project sites can add to the network effect. A few 
of the social enterprise included in this current study do this effectively and one in 
particular is featured below to provide examples that others can emulate. 
 
Hagar Design as a leading handicraft producer is featured as a leading example in a 
number of online forums such as IFC55 and World Bank56. As part of the parent NGO, 
Hagar International’s disadvantaged women’s program, Hagar Design grew out of an 
NGO training program to become a producer of fine silk goods to Europe and US 
markets. Aid to Artisans57 feature the HAGAR project in Cambodia and how their 
work encompasses both social and artisanal programs. 
 
Hagar is up front about the benefit it brings to their beneficiaries. The stories of the 
women who came to Hagar have to be balanced carefully so as not to put them in 
more jeopardy as many have come from abusive domestic situations. However, the 
story of Om Soun is an example of a woman who is thankful for the opportunity that 
Hagar provided her and her children and is happy to share her story on their website.  
To gain further insight into the reach of Hagar Design a Google search shows how 
many places this social enterprises is featured which illustrates how they maximise 
the potential that ICT can bring. In conclusion this study believes the foundations are 
there for social enterprises to progress along the continuum, this combined with the 
                                                 
55
 See http://www.ifc.org/ifcext/gbo.nsf/Content/Hagar; 
http://www.ifc.org/ifcext/gbo.nsf/AttachmentsByTitle/HagarFactSheet/$FILE/Hagarfactsheet.pdf;  
56
 See http://ifcln001.worldbank.org/ifcext/mediahub.nsf/Content/SelectedPR?OpenDocument&UNID 
=818036E2F7ECF7B685256D5E006B94D4  
57
 See http://aidtoartisans.org/artisans/artisan.php?a_id=1 
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raised level of awareness of the benefits and the supportive donor environment 
bodes well for Cambodian social enterprises to engage in broader use of ICT. 
8.5. BENEFIT OF ICTS TO SOCIAL ENTERPRISES  
The study found that the major characteristics of social enterprises are that their 
development objectives are to achieve a blended mission meeting both social and 
economic goals. From this basis then according to Harris (2004) and Curtain (2004) 
the assumption would be that ICTs should be utilised to realize these goals. It is with 
this in mind that this study aimed to find a realistic view of the role ICTs play in 
supporting social enterprises to meet their dual mission. What this study 
acknowledges is that these are inextricably linked, so to measure one in isolation of 
the other denies the new paradigm that social enterprises present. 
8.5.1. Role of ICT in Achieving Mission Success 
Curtain (2004) provided a critical review of the role of ICT in development through 
analysing 100 projects examining the barriers to widespread use of ICT as well as 
the shortcomings of previous projects providing a realistic view of the potential of ICT 
in development. Through the use of a 10 point checklist that built on Heeks ‘design 
reality gap model’ (Heeks 2002b) Curtain identified the key components of a good 
practice guide to the design of ICT driven projects in developing countries (Curtain 
2004 p 6). This is a viable model for ICT sector enterprises such as DDD, CIST and 
Yejj Info who meet a number of the criteria and thus bear potential for success 
according to Curtain’s checklist.  
 
The next step is to consider how to measure success of social enterprises’ use of 
ICTs in achieving their dual mission. In considering at what point does ICT 
intervention make the most impact the following section provides some answers. This 
study’s major finding was that it was important to acknowledge that the blended 
mission requires both sides to be successful meeting economic needs is equally as 
important and social goals. 
Economic Benefits to Social Enterprise and Beneficiaries 
Potential economic benefits to social enterprises and beneficiaries are represented in 
Figure8.e in particular the relationship between ICT and economic growth. The figure 
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below covers a number of the benefits identified in Chapter Seven such as income 
generation, access to markets and the ability to make informed decisions. 
Figure 8.d ICT and economic growth 
 
Source: (Eggleston, Jensen and Zeckhauser 2002 p71) 
 
Considering that employment is a key factor in success of a social enterprise this 
was an area that provided specific evidence of the impact of ICT. The social 
enterprises surveyed were asked if ICT had an impact on their ability to employ more 
staff the results were interesting: 40% felt that due to increased sales from using 
ICTs (website/email) they have employed more staff; 40% stating that due to 
increased income from ICT related they have been able to offer more social 
programs to staff with the final 20% believe that ICT makes it easier for them to do 
more work for their clients.  
Network Externalities Connecting Social Enterprises 
One of the main claims that ICT is purported to deliver is disintermediation. The claim 
is based on the idea that through the use of e-business, producers in emerging 
markets have the ability to bypass the intermediaries or ‘middle men’ and therefore 
move further up the supply chain and increase their share of profit by eliminating one 
of the steps. Whilst direct supply is an ultimate goal for developing country 
producers, the ability to engage in the networked economy requires them to have the 
knowledge and capital to invest in often expensive ICT services. The potential is still 
there but this study as well as others (Humphrey, Robin, Paré and Schmitz 2003) 
acknowledges that there is still a role for intermediaries in the value chain. This is 
perhaps most evident in the social enterprise and handicraft sector where small 
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producers can join together to aggregate their products via a network or association. 
Whether it is the reseller Colours of Cambodia which brings together numerous NGO 
partners or an international buyer who wants the ease of working with a connected 
supplier such as Craft Network, the network itself is an informal institution that 
impacts on the uptake of ICTs. Hence it is the needs of the industry that dictate the 
use of ICT. Such informal norms require that those who wish to engage in the market 
must necessarily have the skills and connectivity, the role that external institutions 
can play is to support this. 
 
Comparing the current study with an InfoDev study provides another point of interest. 
Of 16,500 craft producers with access to the internet through www.peoplink.org a 
‘non-profit marketplace benefiting grassroots artisans and their communities around 
the world’ found no evidence of significant sales of craft goods using ecommerce. 
(Humphrey, Robin, Paré and Schmitz 2003 p12). This current research also found 
that more immediate benefits for producers and craft networks came from small 
efficiencies in the overall supply chain rather than from an increase in sales.  
 
 
In order to achieve more targeted success in sales Pyke argued (2000) that regional 
economies need to ‘improve their capacity to acquire and disseminate knowledge, 
increase productivity, promote higher value-adding activities and strengthen 
connections to international markets’ (Pyke 2000 p10). To achieve this Pyke 
suggested developing supply chain, horizontal networking, and sectoral clusters. In 
the case of social enterprises and SMEs in the GMS, there is real potential for a 
sectoral approach for the handicraft and ICT sectors to leverage the network to 
strengthen market access and increase sales using ICTs and e-business. This 
research explored how the value chain is active in the ICT and handicraft sector and 
promotes the benefits that e-business can bring social enterprises in the region. 
Through engaging in global markets, the various cases show how their place within 
global supply chains (Humphrey 2002) is enhanced by their added value of their 
social mission. Hence illustrating that social enterprises in Cambodia can indeed rise 
to Pyke’s challenge. 
 
In seeking to explore ICTs role in the emerging social sector, the role the CICs play 
in their local community provides a unique example of how social enterprises can use 
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ICT to deliver their activities and also support their operations through offering 
training courses and internet access in provincial capitals. The CICs see the 
distribution of information as a social mission and a core value. This is significant in 
regards to the long term goals of the CICs, actively engaging the NGO community in 
information sharing as a means to build social capital. Which supports Simpson’s 
argument that ‘social capital matters for effective implementation, widespread uptake, 
greater social inclusion, and the sustainability of CI [Community Informatics] 
initiatives…social capital (including trust and reciprocity, strong sense of community, 
shared vision, and outcomes from participation in local and external networks)’ 
(Simpson 2005 p79). So as the experience of the CICs concur this study further 
supports the contention that social enterprises provide a targeted sector in the 
development arena which may provide a location for successful ICT and 
development on many levels. 
8.5.2. Mapping the Social Enterprise Approach 
Measuring the Social Impact 
Social enterprise impact is predicated on the organisation's mission, the social 
objectives it intends to achieve, and what impacts can be measured. Social 
enterprises, like all social programs, have direct as well as indirect impacts. Alter  
(2004) provided some examples of social enterprise impact measurements and 
corresponding indicators. These were adapted to identify the outcomes (benefits) of 
ICT to social enterprises and in particular to assess the impact of social enterprises 
in the target community. In evaluating the impact a number of indicators were 
presented to social enterprises in the survey and the results indicated that evaluation 
of performance was against internally structured social indicators such as improved 
livelihoods, increased income, access to affordable health care and access to 
education. This is promising as it suggests that these organisations are very clear of 
the need to meet their dual mission. This potentially could mean social enterprises 
will be more successful than an organisation that is not as clear on their strategic 
mission. 
 
The goal for development of disadvantaged communities can take many forms and in 
the case of social enterprises there appears to be a number of models as outlined in 
Alters Social Enterprises Typology (2004). If we consider the social enterprises 
sector as a norm due to its accepted social constructs of philanthropy and social 
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good, then this in itself could act as an influence on the enterprises uptake of ICT. So 
it could be claimed that the type of social enterprises may also impact on the uptake 
of ICT. Perhaps it is the ways the social enterprise enact their social mission that 
predicates how they will or will not utilise ICTs as the following examples illustrate. 
Figure 8.e SE Typology - Business/Program Integration58 
 
 
The form that a social enterprise takes is an interesting entry point for analysis as 
represented in Figure 8.e. Using Alter’s social enterprise typology to analyse the 
survey data, regarding how social enterprise perceive themselves, can provide some 
insight into the level of maturity and development of the organisation. One of the 
approaches to assessing social enterprises is to classify them based on the level of 
integration between social programs and business activities and this framework 
helped develop the research design for this current study. This is where the social 
enterprise typology can assist in analysis of the experience of this sector in 
Cambodia. Interview results indicated that two social enterprises that were 
established by NGOs as income generating initiatives have made the transition to 
being an independent social enterprise. The question this raises is to what extent 
does the relationship with the founding NGO continue once the transition has 
occurred? Interview data suggests that NGOs are instrumental in establishing the 
social enterprise and of those surveyed three were still registered as an NGO whilst 
eight others were set up as social enterprises from the outset.  The summary of 
results in Figure 8.e shows a number of social enterprises as classified according to 
the SE Typology. The level of ICT uptake is not directly linked to the level of 
integration however it could be claimed that there is some correlation with full 
integration and management vision with more successful ICT assimilation. 
                                                 
58
 Source: Alter (2004, p.11) See http://www.virtueventures.com/setypology/semg.aspx?id=INTEGRATION&lm=1  
                  
DDD Yejj Info KSPA 
Hagar Design Shinta Mani Tabitha  
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8.6. SUMMARY OF FINDINGS 
This study argues that it is the integration of the dual mission, which is the very 
nature of social enterprises, where ICT brings benefit directly as it assists the overall 
mission and the ‘total value creation’ that social enterprises bring their beneficiaries. 
This is promising as it suggests that these organisations are very clear of the need to 
meet their dual mission. This potentially could mean social enterprises will be more 
successful than an organisation that is not as clear on their strategic mission. This 
bears direct significance on the framing and uptake of ICTs.  
 
The institutional form that the social enterprise takes itself is another potential 
influence as to the uptake of ICT. Management awareness, capacity of staff and 
commitment to use ICT to achieve the blended mission requires both sides to be 
successful where meeting economic needs is equally as important and social goals. 
 
In conclusion this study contends that the foundations are there for social enterprises 
to progress along the continuum from simple ICT use to integrated ICT and e-
business. This combined with the increased level of awareness of the benefits and 
the supportive donor environment augurs well for Cambodian social enterprises to 
engage in broader use and therefore bring benefits of ICT in their development and 
positive impact in the lives of the target beneficiaries. 
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Part D: Analysis and Conclusion 
 
Chapte r  9  
Conc lus ion  and  Recommendat ions  
 
 
 
 
9. Introduction 
This chapter presents the key conclusions of this study and provides suggested 
recommendations for the various actors within the social enterprise sector and how 
they can better ensure the success of e-development. 
9.1. SUMMARY OF KEY FINDINGS 
The main purpose of this thesis was to map the social enterprise space which the 
illustrated in the Social Enterprise ICT for development or SE-ICTD Map (Figure 9.a). 
This model visually represents the interactions and relationships of the various 
actors, and provides an overview of the intersection of social enterprises and ICTs in 
the context of Cambodia. 
 
The SE-ICTD Map plots the complex connections that emerged when addressing the 
research questions. Section A and B represent the stakeholders and forms of 
influence that were identified when asking question one, what shapes social 
enterprises framing of ICTs? Section C maps the domain of question two as the 
various uses of ICT by social enterprises. Although use falls predominantly into 
external relationships and internal business processes, due to the blending of the 
Part D: Discussion and Conclusion Chapter 9: Conclusion and Recommendations Page 173 of 228   
social and business mission (as illustrated in Section D) the delineation of potential 
impact on the target community is less clear as seen in Section E. Finally, Section F 
outlines the various beneficiary groups that social enterprises engage with and 
support. It is hoped that this figure provides a synthesis of the various levels of the 
experience of ICT and social enterprises in Cambodia which can be adapted to other 
developing countries and emerging markets. 
Figure 9.a SE-ICTD Map –  Intersection of Social Enterprises and ICT 
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This study assessed the level of organisational awareness of ICT as the first point to 
determine the influence so as to map social enterprises’ perception of ICT. Although 
the study found that donors played the most significant influence on social 
enterprises’ framing of ICT, NGOs associations and the private sector are also 
important institutional players in shaping social enterprises’ understanding and 
uptake of ICTs. External support for social enterprises manifests in a variety of forms 
and is a cornerstone of the international development agenda, combined with the 
active IT sector and the commitment to foster the emergent third sector for the 
greater development of Cambodia, suggests that the future is bright for ICTD-SE. 
 
In order to chart the use of ICT by social enterprises in Cambodia, their e-business 
status was measured along a continuum from precursor activity to fully integrated e-
services. Most social enterprises included in this study were at the first levels of ICT 
use and only those in the IT services sub-sector were at the most developed stage. 
The ICT penetration levels across organisations in so far as hardware, software and 
systems implementation varied, but was in line with other SMEs in the region. Whilst 
social enterprises used ICT in internal and external business to varying degrees of 
success, most felt that ICT added value to their organisations operation. Access to 
affordable and reliable local ICT resources was seen as an important factor in long 
term uptake of ICT in Cambodia. External support in form of donor training programs, 
financial support for purchase of equipment or provision of technical advisors, were 
seen as vital to the success of ICT uptake in the social enterprise sector and much 
can be learned from the experience of Cambodia to guide future ICT programs. 
 
The final aim of the research was to measure the role of social enterprises’ use of 
ICTs in achieving their goals. This study’s major finding was that the blended mission 
requires both sides to be successful, thus meeting economic and social goals as 
equally as important. In identifying at what point ICT intervention made an impact, the 
areas that stand out include income generation, access to markets, improved 
communication with customers, and strengthening of sponsor relations. Whilst the 
results indicate a positive acceptance of ICT, most social enterprises are still at the 
early stages of adoption. This means that there is a continued role for external 
institutions to support further development, with a suggested focus on meeting the 
dual mission in a sustainable manner, and therefore meeting the requisite standards 
for capacity and use.  
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Most importantly this study acknowledges that the social and business missions are 
inextricably linked, so to measure one in isolation of the other denies the new 
paradigm that social enterprises present. Perhaps the most active sub-sector that 
best reflects this unique value proposition is the emerging IT sector. Social 
outsourcing represents a new model and the potential of the IT services sub-sector 
came to light during this research. In summary the case of the social enterprise 
sector in Cambodia provided a rich tapestry of examples with a number of 
organisations receiving external recognition of Cambodia’s social entrepreneurs. The 
outlook for the other sub-sectors handicraft and processing have yet to fully engage 
and use ICT to their maximum benefit. As such there is a need for further support to 
best harness the potential that ICT can bring developing countries.  
9.2. LIMITATIONS  
The exploratory nature of this study meant that it sought to identify the major 
constructs of the emergent field of the intersection of social enterprises and ICT and 
development. Starting from a limited definition however, meant it was difficult to 
establish the correlation or causal relationship of the variables. 
 
A major limitation needs to be recognised that this current study was restricted to one 
country and as such is inadequate for generalisability. However, this could be 
addressed with a future comparative study across countries to test the findings in a 
broader context. Similarly a longitudinal study would increase the validity of the 
framework presented in this study.  
 
The small sample size was another limitation in that only 25 social enterprises and 
associations were surveyed from a potential population of 50. An attempt to address 
this was made through data triangulation with other methods and actors in the social 
enterprise sector, to mitigate some of the effects of this limitation. However, the bulk 
of data responding to the questions regarding use and impact of ICT in social 
enterprises, relies on the survey data. In acknowledging this limitation the researcher 
calls for further studies with larger sample base in other countries to further explore 
this emergent field of ICTD-SE. 
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Due to the positioning of the researcher as an ICT consultant within country, access 
was afforded into this emerging sector that had yet to be documented. As a 
researcher embedded in the context, it must be acknowledged that there was a 
potential for bias. This risk was kept in mind and addressed by constantly checking 
my own interpretations as a practitioner against the frameworks provided by the 
theoretical works in the field. Other measures to balance this were the triangulation of 
multiple data sources and methods to seek alternate views of data to provide a 
holistic approach to the research challenge. 
 
Another limitation was working in a non-English speaking country. This was 
addressed through engaging an interpreter for interviews where needed and 
research assistants who administered the survey. Analysis of the documents and 
artefacts was of the English versions only. Clarification was sought when language 
arose as an issue in the research process but the restriction was managed as best 
possible.  
 
The challenges of iterative research made the process of moving between theory and 
practice a complex yet rewarding experience. Although the mixed methodology of the 
study brought several different perspectives together, this could also be considered a 
limitation as it was very challenging as a researcher to meet the various demands of 
this approach. However, it did provide a holistic approach in which to map the social 
enterprise space as a location for business as an agent of world benefit and add to 
the body of knowledge of these emerging fields of inquiry. It is therefore 
recommended for future studies into the field that the holistic approach and 
methodological dilemmas this presents are considered. 
9.3. RECOMMENDATIONS 
This final section of this thesis provides some recommendations for further 
application and research in this emerging field.  
9.3.1. Recommendations for Social Enterprises 
Social enterprises have embraced some of the promise that ICT offers, but there are 
a few areas where they can better utilise resources to achieve their blended mission. 
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An area where there is potential for a new application of ICT is to diversify the 
donation base is for direct donations facilitated via online transactions. This service is 
more active in the non-profit sector in the developed world, with appeals for 
immediate response to humanitarian crises such as the tsunami by Save the 
Children US and sponsoring a child by World Vision. Both these organisations 
operate in Cambodia, but these functions are the domain of the head office in 
Washington. Given the move in international development to support sustainable 
income generation, there is potential for this to be integrated into the Cambodian 
social enterprise sector. It could augment the model of community outreach, as in the 
case of Shinta Mani or the house building projects of Tabitha Cambodia. It is the 
ability to use ICT as a tool for all programs of the social enterprise, not just the 
income generating activities that perhaps the most significant contribution can be 
made. 
 
In the case of social enterprises and SMEs in the GMS, there is real potential for a 
sectoral approach for the handicraft and tourism sectors to leverage the network to 
strengthen market access and increase sales using ICTs and e-business. It is with 
this in mind, that this research hopes to encourage social enterprises to re-assess 
the value chain, and benefits that e-business can bring social enterprises in the 
region. 
 
Another area that limits social enterprises progress to e-commerce, is the lack of 
credit facilities for online transactions. Over the period of this research study, a 
number of social enterprises in the handicraft sub-sector gained a merchant number 
and began offering credit card payments at their retail outlets. One of the consistent 
barriers identified to the implementation of e-commerce in developing countries is the 
lack of access to credit facilities, and trust in purchasing online. If social enterprises 
can transfer their newly found credit capacity to their website, then this barrier will 
removed. Another side to this is the ability of social enterprises to use their credit 
card facilities to procure goods and services online, thus making the transition to fully 
integrated e-business status. 
 
As this research sought to investigate the role that ICTs can bring to social 
enterprises in developing countries, one area that has been successful to some 
extent is those organisations that have showcased not only their products to a global 
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market, but also informed of the positive impact on the local communities. It is this 
use of ICT to differentiate the activity of the social enterprises sector that could 
potentially have a more significant impact than current results of this study indicate. 
As such it is recommended that social enterprises embrace the opportunity that 
electronic media provides to promote their success and stories, achieving their 
market niche to a greater advantage than currently utilised. 
9.3.2. Recommendations for Institutions Working with 
Social Enterprises 
If the aim of social enterprises is to have a positive outcome and impact for their 
target beneficiaries, then they should be open to develop standards that ensure no-
one is exploited. Responding to the call by Heeks and Duncombe (2003) on the 
issues in the regulation of global supply chains, and the potential that ICT can play in 
the self-regulation required in ethical trade provides another perspective to this study. 
Through adhering to the standards of fair or ethical trade, Cambodia can build on its 
reputation that workers are safe and purchases make a real difference. This is an 
issue for workers in the home-based handicraft business model and increasingly will 
also become an issue for the IT outsourcing sector. 
 
As such one recommendation is to develop a fair trade charter for the social 
enterprise sector in order to ensure that those who are meant to be benefiting from 
the enterprise are in fact receiving a real benefit. The development of fair trade 
monitoring along the lines of the ILO Better Factories59 program is a model that could 
address this. This is a unique initiative that uses ICT to assist the process of 
transparent reporting in the garment sector in Cambodia. Using an interactive 
website, this project enables buyers to log in from overseas to check the status of a 
particular factory to see whether it has met Cambodian labour standards. One issue 
is that this model is also seeking to make the transition from a donor initiated 
program to a self-sustaining model. In fact the most active representative body in the 
social enterprise sector is the Artisans Association of Cambodia, which already has a 
working relationship with Garment Manufacturing Association of Cambodia via the 
Government-Private Sector Forum, so it is feasible that some mutually beneficial 
arrangements can be made. As there are some correlations between the 
manufacturing sectors and the sub-sectors of the social enterprise sector, there 
                                                 
59
 See http://www.betterfactories.org  
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might be a possibility for a new holistic model to monitor social outsourcing, using 
ICT as a key tool to promote transparency. 
 
Finally, another issue that arose from this research is the lack of regulation of the 
social enterprise sector in Cambodia, which the above recommendation would 
address. In the case of the NGOs making handicrafts, they are officially registered as 
an NGO with the Ministry of Interior, which has no reference for income generation. 
As such, NGOs do not pay tax, and the revenues from sales overseas are not being 
reinvested back into the broader economic development of Cambodia. Registration 
with Ministry of Commerce is required for any entity selling goods or services that 
may require a certificate of origin for export. These are areas that donors and other 
institutions working with social enterprises can assist and that ICT can play a role in 
facilitating a more streamlined process for all actors. 
9.3.3. Recommendations for Further Research 
The results of this study suggest some trends in the social enterprises sector in 
Cambodia, as a potential for addressing economic and social development issues. 
As this is an exploratory study it is recommended that it be followed up with further 
research in the sector as a whole, or the various sub-sectors in other countries. 
Through comparisons more depth can be added to the emerging field of ICT, 
development and social enterprises. 
 
In particular, an area that could provide further insight into this sector is to assess the 
potential role of information systems in supporting ethical and fair trade in the social 
enterprise sector. Acknowledging as Heeks and Duncombe (2003) did, that as it is an 
information-intensive activity based on self-regulation this poses an interesting 
question for further research; can social enterprises’ use ICTs to engage in the self-
regulating environment of ethical trade? As this is outside the scope of the current 
study, it would be an interesting avenue to pursue. 
 
Finally, an area that poses more potential is to review the long term impact of ICT in 
social enterprises in developing countries in terms of its contribution to poverty 
reduction and improved livelihoods. This study raised the issue of measuring the 
impact of ICTD-SE and it is recommended that further research be conducted to 
refine the framework. This would enable better assessment of the inherent 
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challenges and potential impact that the intersection of ICT, development and social 
enterprises presents producers and communities in developing countries.  
~
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Appendix 1 Summary of Data from all Sources 
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Appendix 2 Initial Sample List from MPDF GBO Project 2004 
 
Organisation Sector Main Income Generating Activities  
Agriculture Quality Improvement Program Agriculture Rice and Seed 
Cambodia Women for peace and development Agriculture Handicraft/ Vegetable 
Development Technology Workshop Agriculture Technical Support 
Healthland Training Centre  Agriculture Yes 
Asia Urbs Agriculture Vegetable Business 
Asian Outreach Cambodia  Agriculture   
Hagar Soya Agriculture Soya Milk Business 
Srer Khmer Agriculture Yes 
Artisans Association of Cambodia Handicraft Handicraft 
Cambodia Craft Cooperation Handicraft Silk Products 
National Centre for Disable Person Handicraft Handicraft 
New Humanity Handicraft Handicraft 
Buddhism Development Association and Supporting Environment Handicraft Silk Products 
Khmer Silk Processing Association Handicraft Silk Products 
Peace Handicraft and Silk Handicraft Silk Products 
Tabitha Handicraft Silk Products 
Wat Than Handicraft Silk Products 
Wathanak Pheap Handicraft Handicraft 
Association for Aid and Relief, Japan Cambodia Office  Handicraft Vocational Training and Handicraft  
Caring for Young Khmer  Handicraft Weaving  
Disabled Handicraft Promotion Association Handicraft Handicraft 
Hagar Design Handicraft Handicraft 
International Co-operation for Cambodia  Handicraft Income Generation for people 
Rajana Association Handicraft Handicraft 
Rehab Craft Cambodia Handicraft Handicraft Business 
Nyemo Cambodia Hospitality Handicraft and Hospitality 
Hagar Catering Hospitality Food Business 
Pour un Sourire d’ Enfant Hospitality Training 
Mith Samlanh (Friends)                                                                              Hospitality Hospitality 
Cambodia Micro Finance Ltd Micro-finance Credit 
Cambodian Rural Economic Development Organization Micro-finance Credit 
CARE International in Cambodia Micro-finance CCFF 
Church World Service micro-finance Integrated Development (Credit) 
Mennonite Central Committee Micro-finance Handicraft 
Micro-finance for Agro-Industry and Commerce Micro-finance Micro-Finance 
Oxfam Quebec Micro-Finance Agriculture Loan 
TPC - Thaneakea Phum (Cambodia) Ltd Micro-finance Yes 
World Relief Cambodia Micro-finance CREDIT 
World Vision Cambodia Micro-finance CREDIT 
Hattha Kaksekar Limited Micro-finance  Credit 
Partnership for Development in Kampuchea Micro-finance  credit 
PRASAC Credit Association Micro-finance  Micro-credit 
Seilanithih Micro-finance  Micro-Finance 
Cambodia Rural Economic Development Initiative Transformation Micro-finance  Credit 
Catholic Relief Service Micro-finance  TPC-Micro-Finance 
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Ennatien Moulethan Tchonnebat  Micro-finance  Micro-Finance 
Social Development in Rural Micro-finance  Yes 
Sovanna Phoum Micro-finance  Micro-Credit and Performance 
PSI Cambodia Other Selling Health Products 
Cambodian Researchers for Development Other Research 
Centre for Advance Study Other Research Service 
Christian Outreach Relief and Development  Other Digital Tools, Water filters, Roof tiles 
Save Cambodia's Wildlife Other T-Shirt and Publication Sales 
Save the Children Norway-Cambodia Other Mom and Map Magazine Business 
Digital Divide Data Service Data Entry/IT Services 
International Development Enterprise Service Irrigation Equipment 
Cambodian Volunteers for Community Development Service Rice  
Open Forum of Cambodia Service Email Services 
Agir pour les Femmes en Situation Precaire Service 
Vocational Training and Income 
Generation Activities 
Association for Development of Human Resource Service Computer Training 
Association for Development of Small and medium-Scale 
Enterprises Service Technical and SME Business services 
Cambodia Development Resource Institute Service Research/Publication 
Cambodian Association of Professional Translators Service Translation Services and conference 
Christian Care for Cambodia Service Café, Training and Employment Centre 
Christian Reformed World Relief Committee-Southeast Asia 
Mainland Service Consultancy Service 
Community Legal Education Centre  service Legal Services 
Cooperation Committee for Cambodia Service 
NGO Counselling and Directory 
Business 
Don Bosco Foundation of Cambodia Service Technical Training and Service 
Federation of Cambodian Rice Millers Associations  Service Rice Miller 
GTZ Service Vocational Training 
Harvest International Service Cambodia service Vocational Training  Services 
IMPACS-Institute for media, Policy and Civil Society Service Media Training base on Canada Fund 
Jesuit Service Cambodia  Service Banteay Prieb Project 
Khmer Youth Association Service Training service 
Krousar Thmey Service Culture and Artistic Development 
Maryknoll-Cambodia  Service Wat Than handicraft 
NGO Forum Service Membership Subscription 
Pact Cambodia  Service Technical and management services. 
People Improvement Organization Service Student Fee 
Royal Youth Democratic Association Service Training service 
SABORAS Service Vocational Training and Credit 
Silaka Service Training 
SME Cambodia Service Services (BDS, Training, Associations) 
Soutien a l` Initiative Privee pour l` Aide a la Reconstruction Service Book Publishing 
Water Suppliers Association Service 
Members fee and Water Service 
Provision 
VBNK Training Training Service 
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Appendix 3 Sample confirmation form 
 
Project   Social Enterprises and ICT in Cambodia    
Author   Kelly Hutchinson, RMIT University 
  
 
Sample Confirmation/Appointment Scheduling 
 
Hello, my name is _____________________ I am an interviewer for an 
independent research company conducting research for a Masters project 
with RMIT University in Australia.  
 
We would like to invite your organisation to participate in a survey on how 
‘Social Enterprises use technology in Cambodia’ 
 
We would first like to email you a copy of the survey for you to review and 
then make a time to meet or call you back to assist you to complete the 
survey in the most suitable method for you to be able to share your 
experience: 
  
Would you prefer to:  
 
a. complete the survey by yourself and return to us by email  
 
b. have a research assistant call you at an agreed time to conduct the 
survey by phone? 
 
c. have a research assistant make an appointment to meet at an agreed 
time and venue and interview you in order to complete the survey 
 
PART 1- SCREENING and PROFILING 
  
S 1 Organisation __________________________________________________  
 
Hello may I please speak with the Director of your organisation? 
  
  
First Name ______________________________________________________  
 
  
Family Name_____________________________________________________  
 
  
S2  Can I please confirm some details… 
  
Email Address____________________________________________________  
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Position_________________________________________________________  
                  
S 4 Can I please confirm that you are…  
1  are a manager with understanding of IT in your organisation 
  
2  responsible for IT in your organisation 
Part E: References & Appendices Appendices Page 186 of 228 
Appendix 4 Sample List 
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Appendix 5 Final Survey Respondents 
 
  
  Summary of Data from all Sources 
  Organisation Sector 
1 AFESIP Fair Fashion Handicraft 
2 Artisans Association of Cambodia Handicraft 
4 Cambodia Craft Cooperation Handicraft 
6 Cambodian Mine Victims Assistance Association Handicraft 
8 Caring for Young Khmer  Handicraft 
9 Chariya Handicraft 
10 CIST IT Services 
11 Colours of Cambodia/Naturally Cambodian Handicraft 
13 Digital Divide Data IT Services 
14 Disabled Artisans’ Silk Handicrafts  Handicraft 
16 FOKASS Handicraft 
17 Hagar Design Handicraft 
19 Healthland Training Center  Processing  
21 Jayana Arts of Living Handicraft 
23 Khmer Mekong Food Mfg Processing  
24 Khmer Silk Processing Association (KSPA)  Handicraft 
26 Krousar Thmey Handicraft 
34 Rajana Association Handicraft 
35 Rehab Craft Cambodia Handicraft 
38 Sayon Silkworks Handicraft 
39 Senteurs D’Angkor Processing  
41 Sentosa Silk Boutique Handicraft 
42 Shinta Mani Hotel Hospitality 
45 Sothea Khmer Silver Crafts Handicraft 
46 Subytl Handicraft 
50 Yejj Info Co. Ltd.  IT Services 
Association as well as social enterprise 
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Appendix 6 Survey Instrument 
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Appendix 7 Email Invitation 
 
Subject: Invitation to participate in a RMIT University research 
project on ‘Social Enterprises and ICT in Cambodia’ 
 
Dear ------- 
 
Please accept this email as an invitation to participate in a RMIT University, 
Australia research project on ‘Social Enterprises and ICT in Cambodia’. 
 
____________has been selected due to your organisations contribution to the 
development of Cambodia through combing business and social programs. 
We hope that you are able to participate in this Masters project with the 
School of Business Information Technology at RMIT University Australia. 
Participation in this research is voluntary and you may withdraw at anytime. 
 
There are 3 options to complete the survey and we invite you to select the 
most suitable method for you to contribute: 
 
1. Email completed survey to kelly.hutchinson@rmit.edu.au  
2. Phone survey – a research assistant will call you at an agreed time 
3. Interview – an appointment will be made with a research assistant to meet 
at an agreed time and venue 
 
The information and data collected will be analysed for a Masters thesis and 
the results may appear in publications.  
 
The results will be reported publicly however you will not be able to be 
identified within the report unless specific permission is sought to showcase 
your organisation. The report will protect your identity and anonymity is 
guaranteed. An overview of the study will also be presented to donors working 
in this field such as MPDF, UNDP and GTZ who are interested in this sector. 
 
All known organisations within what we call the social enterprise sector have 
been invited to participate. This includes handicraft, design, hospitality, food 
processing and IT services which are the key sectors that work in this field. 
Many are members of the Cambodian Silk Forum, Artisans Association of 
Cambodia, Craft Network, Hotel Association and ICT Association of 
Cambodia.  
 
As for the results, I will be presenting an overview of the study to donors 
working in this field such as MPDF, UNDP and GTZ who are interested in this 
sector. 
 
If you have any questions regarding this project please contact me Kelly 
Hutchinson (kelly.hutchinson@rmit.edu.au) or my supervisor Dr Alemayheu 
Molla (alemayheumolla@rmit.edu.au) or Professor Bill Martin, Director of 
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Research of the School of Business Information Technology 
(bill.martin@rmit.edu.au) 
 
Please accept the assurances of my highest consideration 
 
Kelly Hutchinson 
Candidate 
Masters of Business IT 
RMIT University 
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Appendix 8 Examples of Data Collation/Analysis 
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Appendix 9 Plain Language Statement 
 
 
 
 
 
 
 
 
Invitation to participate in a RMIT University, Australia research project on 
‘Social Enterprises and ICT in Cambodia’ exploring: 
 
1. What influences social enterprises to take up ICTs in their 
organisation? 
2. How do social enterprises use ICTs? 
3. Does ICT deliver benefit to social enterprises? 
 
You are invited to participate in this Masters project with the School of 
Business Information Technology. An independent research company is 
conducting a survey that will take approximately twenty minutes. Participation 
in this research is voluntary and you may withdraw at anytime.  
 
There are three options to complete the survey and we invite you to select the 
most suitable method: 
1. Return completed survey by email 
2. Phone survey – a research assistant will call you at an agreed time 
3. Interview – an appointment will be made with a research assistant to 
meet at a  
  
The information and data collected will be analysed for a Masters thesis and 
the results may appear in publications. The results will be reported publicly 
however you will not be able to be identified within the report unless specific 
permission is sought to showcase your organisation. The report will protect 
your identity and anonymity is guaranteed.  
 
If you have any questions regarding this project please contact my supervisor 
Associate Professor Alemayheu Molla (alemayheumolla@rmit.edu.au) or 
Professor Bill Martin, Director of Research of the School of Business 
Information Technology (bill.martin@rmit.edu.au) 
 
Please accept the assurances of my highest consideration. 
 
Yours Sincerely,  
Kelly Hutchinson 
31 May 2006 
 
Consent Form to Participate in Research Project    
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I (Name) ________________________________ agree to participate in the 
research project entitled, ‘ICT Policy Development in the Kingdom Of 
Cambodia’ 
 
 Signature ________________________________ 
 
 
 
 
 
Appendix 10 Example Follow up Email Exchange 
 
Dear Neary, 
 
Many thanks for your prompt response to my invitation to take part in this 
project. 
 
1. Deadline is estimated to be 19 June providing around 2 weeks for data 
collection. 
 
2. It is up to you if you would prefer to complete the survey by email or hard 
copy. Whatever suits you best, my research assistant can meet and complete 
a hard copy with you or if you do by phone we can complete for you. Or if it is 
easiest you can complete as much as you can online and then we can follow 
up by phone or meeting, again whichever you prefer. 
 
3. All known organisations within what we call the social enterprise sector 
have been invited to participate. This includes handicraft, design, hospitality, 
food processing and IT services which are the key sectors that work in this 
field. Many are members of the Cambodian Silk Forum, Artisans Association 
of Cambodia, Craft Network and ICT Association of Cambodia.  
 
As for the results, I will be presenting an overview of the study to donors 
working in this field such as MPDF, UNDP and GTZ who are interested in this 
sector. 
 
I hope that this answers you questions and I look forward to Sentosa being 
involved in this project. 
 
Best regards 
 
Kelly 
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>>> "Seng Takaneary" <sentosa@online.com.kh>  >>> 
 
Dear Kelly, 
 
I have read your message and have a look at the questionnaire or form to fill 
in. 
 
My question is : 
1- When is your dead line to collect the information? 
2- The complete form will send by e-mail or hard copy? 
3- How many organization envolve in this project? 
 
I llok forward to hearing from you. 
 
Thanks 
Neary 
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Appendix 11 Cambodia Products Trade Fair Participants 
 
Agriculture 
Products      
No Entrepreneurs Sex Age Booths Products 
1 Pen Chhum M 55 71-72-73 
Angkor 
Pumping 
2 Som Sombath M 37 75 Vital Spectro 
3 Kao Rattana M 22 51-52 CEDAC 
4 
Lem Sothav 
rith M 35 69-70  
5 Sin So na M 50 65 Brick 
6 Nin Hong M 37 55-56 Saravan rice 
      
Beverages      
No Entrepreneurs Sex Age Booths Products 
1 Nam Hieng F 46 46 Soft drink 
2 Reng Heng F 43 34-35 Grape Wine 
3 Barang F 32 19 Ice cream 
4 
Chan Thai 
Chheoun M 45 40-42 Grape Wine 
5 Heng Hieng M 54 36-37 Soft drink 
6 Yem Bora M 22 20 Hi-Tech 
7 Vichhit M 33 18 Soft drink 
8 Say Punleu M 23 16-17 Soft drink 
      
Food Stuff      
No Entrepreneurs Sex Age Booths Products 
1 Sokhum F 20 7-May Socola  
2 Tim Phanna F 32 59 Nem  
3 Marion Framm F 65 58 
Dry fruit and 
Jam 
4 Yem Bunthorn M 23 14 
Bamboo 
Shoots 
5 Chhou Cheng M 51 19 Dry beef 
6 Kim Sivtath F 24 13,22,23,24,25,26 Dry fish…… 
7 Hong Tevi F 23 16 Salt 
8 Pha Sophorn M 26 23-24 Kapi Phav 
      
      
Handicraft      
No Entrepreneurs Sex Age Booths Products 
1 Nu Bora M 45 79-81 Furniture ….. 
2 Nop Nat M 42 73-74 Silk, Souvenir 
3 Chhourn Vuthy M 32 67 Lamp 
4 Ong F 30 111 Silk products 
5 Try Sophearak M 35 110 Silk products 
6 Srey Aun F 28 113-114 Silk products 
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7 Yi Nary F 41 116 Sculpture 
8 Ta Phorn F 52 117 Silk products 
9 Hor Yean M 65 112 Car Tire 
10 
Sum Sevey 
Chivy M 19 84 Horn Glasses 
11 Phat Bopha F 23 85 Silk, Curtain 
12 Noun Sokvisal M 25 86 Silk products 
13 
Seng 
Thakaneary F 45 87-88 Silk products 
14 Sok Ny F 23 89 Silk products 
15 Chan Pich Vy F 36 90 Silk products 
16 Hein Kimlan F 20 91 Silk products 
17 Hien KimLan F 20 91 Silk products 
18 Darith M 24 92 Silk products 
19 Sophorn M 26 94 Silk products 
20 So Phon M 26 94 Silk products 
21 Ngev Keat F 20 95 Silk products 
22 Malis F 20 97 Silk products 
23 
Lao 
Chamrourn M 28 100 Silk products 
24 Ny Mol F  31 101 Silk painting 
25 Kong Dina M 25 83 Silk, Souvenir 
26 Din Sayon F 25 109 Silk products 
27 Noun Seng Y F 31 108 Silk products 
28 Nou Vuthy M 25 107 Silk products 
29 Alice F 33 106 Silk products 
30 Hur Chanthol M 22 104 
Tea towel 
recycle 
31 Kong Chinda M 17 103 Silk products 
32 Hem Bora F 52 102 Silk products 
33 Da F 54 82 Sculpture 
34 Wattana M 31 115 Sculpture 
35 Som phon F 27 99 Silk products 
36 Virak M 27 98 Silk products 
      
Services      
No Entrepreneurs Sex Age Booths Products 
1 
Chhun 
Chanthon M 40 106-107-108 Books 
2 WASMB F 22 120 Leaflet 
3 Chea Phirum M 30 53 
Tam Tam 
Magazine 
4 Heng Sithya M N/A 75-76 Books 
5 Chhon Khema F 50 118  
6 Sok Meta F 31 65 Magazine 
7 
NPO 
Cambodia M 30 119 KPP 
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Appendix 12 Website References of Social Enterprises 
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Appendix 13 Sample of data collection activities 
 
Category Contact Position / Role Organisation Meeting Dates Location Activity 
Agency Mr Benoit Genuini President Solidarité Actives November 10, 2006 Phnom Penh Meeting with ICT:CAM 
Consultant Ms Bronwyn Blue Small Business Development Consultant GTZ, iChing, AAC September 10, 2006 Phnom Penh Interview 
Consultant Mr Joshua Morris IFC Consultant for Craft Network Emerging Markets Consulting April 2004, July 2005 Phnom Penh Interview 
Consultant Mr Trent Eddy IFC GBO Mentor for Lotus Pond Emerging Markets Consulting April 2004, July 2005 Phnom Penh Interview 
Consultant Ms Veronica Jud ITC Consultant Trade Information Services 
ICT Support to Trade Promotion 
and Export Development in 
Cambodia 
March 1, 2006 Phnom Penh Interview Workshop Participation 
Donor Ms Karla Maria Quizon GBO Initiative MPDF-IFC 2004, 2005 Phnom Penh Interview 
Donor Mr Udo Gartner Principal Advisor GTZ-Private Sector Promotion Program Jan Phnom Penh Interview 
Donor Mr Lars Bestle Program Officer UNESCAP, ICSTD March-November 2005 Phnom Penh 
Interview Workshop 
Participation 
Donor Ms Yoko Konishi ICT Focal Point UNDP, Cambodia Office   Phnom Penh Interview     Consultancy 
Donor Marie-Claude Frauenrath 
Associate Trade Promotion 
Adviser 
Export-led Poverty Reduction 
Programme (EPRP) International 
Trade Centre UNCTAD/WTO (ITC) 
February 15, 2006   Email 
Private Sector Mr Leang Deap UNESCAP eBusiness Focal Point Cambodia Chamber of Commerce 
September 5, 2005                      
August 17-19,  2005 Phnom Penh and Hanoi 
Interview Workshop 
Participation 
Social Enterprise Ms Nina You Coordinator/Manager Cambodian Silk Forum May 10, 2005 Phnom Penh Interview 
Social Enterprise Mr Nhev SithSophary General Manager Digital Divide Data December 17-18,  2003 Phnom Penh 
ITC- UNDP-Ministry of 
Commerce 
Social Enterprise Mr Tor Pila Manager Smile Techno Arts December 17-18,  2003 Phnom Penh 
e-trade Bridge Kick-Off 
Meeting 
Social Enterprise Various Managers of the 22 CICs Community Information Centres   2004-2005 Phnom Penh CIC Managers Workshop 
Social Enterprise Various Community ICT Kiosks M.S. Swaminathan Foundation  December 18-25, 2005 
Pondicherry, Chennai, 
India   
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Appendix 14 Survey Data Tabulation for Q 2 sub question 13 and 14 in raw data 
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Appendix 15 Survey Data Tabulation for Question 2 sub question 13 and 14 
Calculation and resultant charts to illustrate the data visually 
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Appendix 16 www.silkfromcambodia.com 
 
Online Order Form 
 
 
 
 
NOTE: If you already have an account with us, please login at the 
login page. 
 
Your Personal Details 
 First Name: 
   * 
 Last Name: 
   * 
 E-Mail Address: 
   *   
 
Company Details 
 Company Name: 
      
 
Your Address 
 Street 
Address:    * 
 City: 
   * 
 Post Code: 
   * 
 Country: 
  
Cambodia
 *   
 
Your Contact Information 
 Telephone Number: 
   * 
 Fax Number: 
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Appendix 17 Cambodia Community Information Centre Portal 
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Appendix 18 IFC-MPDF ‘Stay Another Day’ Campaign 
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